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User Guide to the Loqgistics Helpdesk [vi1.1 Draft]

1) ETA for a DCA delivery

2) Failed DCA delivery

3) Items missed off a DCA delivery

4)  Non stock item availability

5)  Specific DCA delivery DATES

6) Specific DCA delivery TIMES

7)  Specific DCA delivery INSTRUCTIONS

8) Miscellaneous e.q. Q.C. requests

9) Collection requests
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1) ETA for a DCA delivery

Fitter rings in asking
when item due

4
Go into CEL:
Section 7 “Helpdesk”

y
Enter source:
“Installer”

Enter Reason Code:
A —“ETA Delivery
Enquiry”

Helpdesk check
enquiries at least every
30 minutes

Helpdesk ring driver to
confirm ETA

4

AR ES G Helpdesk close enquir
originator with ETA P quiry
Originator notifies
installer of ETA
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2) Failed DCA Delivery

Installer or Customer
ring regarding a DCA
that has not arrived

A
Go into CEL:
Section 7 “Helpdesk”

A
Enter source:
“Installer” or “Customer”

A
Enter Reason Code:
B — “Non-delivery™

A
Helpdesk check
enquiries at least every
30 minutes

A
Helpdesk liaise with
Transport / Courier

A
Helpdesk e-mail

originator reason and .
detail on action %elpdesk close enqw@

required / being taken

No-one in to
take delivery

DCA damaged

or lost Item at depot

New DCA to be raised Re-schedule delivery CSD “T” up re-delivery
| |

A

< DCA delivered )




1 customer
first

BATHAOODES

dolphin moOben KichensDérect.co.k

The srrarter wary B0 @ reea kichen

BITCHENE

3) Items missed off a DCA delivery

dolphin

Installer or Customer
ring regarding an item
missing from a delivery

4

Go into CEL:
Section 7 “Helpdesk”

4

Enter source:
“Installer” or “Customer”

4

Enter Reason Code:
C — “ltems missing”

Helpdesk check
enquiries at least every
30 minutes

4

Helpdesk check
dispatch note & labels &
liaise with Transport /
Courier

4

Helpdesk e-malil
originator reason and
detail on action
required / being taken

%elpdesk close enqui@

New DCA to be raised

y

Item at depot

Item not picked

4

Re-schedule delivery

4

< Item delivered >
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4) Non-stock item availability

Customer Support /
Project Manager / Fitter
need to know when non-

stock items will be

available

A
Go into CEL:
Section 7 “Helpdesk”

A

Enter source

A

Enter Reason Code:

D — “Non-stock item
availability”

A
Helpdesk check
enquiries at least every
30 minutes

A
Helpdesk forward
enquiry to Purchasing |
for review

A

Purchasing review
availability / due in date
and respond within 2
hours [SLA TBC]

?? Where is enquiry closed

A
Helpdesk forward
Purchasing response to
Enquiry originator

A
Gelpdesk close enqui@«




1 customer
first

BATHAOODES BITCHENE

5) Specific DCA delivery DATES

Fitter rings in to advise
leaving site and parts
still outstanding

Customer Support
notified of non-stock
items now in

4

Customer Support
contact customer to

arrange delivery date

A
Go into CEL:
Section 7 “Helpdesk”

4

Enter source

y

Enter Reason Code:

E — “Specific Delivery
Date”

A
Helpdesk check
enquiries at least every
30 minutes

Helpdesk update DCA
date on system

Helpdesk e-mail
originator to confirm
DCA released for
specified date

4

( DCA delivered >
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Helpdesk close enqui@
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6) Specific DCA delivery TIMES

Fitter or customer ring in
to request specific

delivery time [after original
DCA request]

A
Go into CEL:
Section 7 “Helpdesk”

Enter source

y

Enter Reason Code:

F — “Specific Delivery
Time”

A
Helpdesk check
enquiries at least every
30 minutes

A

Helpdesk e-mail C Butts

to request specific
delivery time

Helpdesk confirm
request made and

commit to providing :
confirmation between 2- %elpdesk close enqw@
4pm the day before the

delivery

A
C Butts e-mail Helpdesk
to confirm time request
ok or not between 2-

4pm day before delivery

Helpdesk forward C
Butts advice — either

DCA ok or needs
rescheduling
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7) Specific DCA delivery INSTRUCTIONS

Fitter or customer ring in
to request specific
delivery instructions e.g.
leave item with
neighbour

A
Go into CEL:
Section 7 “Helpdesk”

A

Enter source

A
Enter Reason Code:
G — “Specific Delivery
Instructions”

A
Helpdesk check
enquiries at least every
30 minutes

A

Helpdesk e-mail C Butts
with request unless
DCA due for delivery
that day — Helpdesk will
ring driver direct

Helpdesk e-malil
originator to confirm
request passed on to C
Butts

Helpdesk close enqui@
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8) Miscellaneous e.qg. Q.C. requests

Situation demands
special instruction e.g.
can you QC for specific

fault

Go into CEL:
Section 7 “Helpdesk”

Enter source

A
Enter Reason Code:
H — “Miscellaneous”

4
Helpdesk check
enquiries at least every
30 minutes

A
Helpdesk action the
request

A
Helpdesk e-mail

originator to confirm Helpdesk close enqu@
request actioned
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9) Collection requests

Fitter or customer ring in
to request collection

A
Go into CEL:
Section 7 “Helpdesk”

A

Enter source

A

Enter Reason Code:
| — “Collections”

A
Helpdesk check
enquiries at least every
30 minutes

A
Helpdesk forward
collection request to C
Butts

A
C Butts add collection to
Collection Log

BITCHENE
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Helpdesk notify

document

A

C Bultts contact
customer and arrange
collection usually within
2-3 days

A
C Butts update AS400
notes detailing
arrangements made

A

C Collection made >

originator request added
to collection log

4

Gelpdesk close enqui@
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