Inter-Departmental Program Service Agreement

	Program Name
	Hamper Express

 (client code: HE     )

	Region
	Hong Kong

	Client
	Hamper Express

	Document Owner
	Novem Leung / Sammi Wan

	Program Period
	Effective from December 4, 1997

	Program Source
	Printed adv. + direct mailing

	Product Nature 
	Food, beverages and gifts at Christmas

	Last Date Modified
	 December 6, 1997



	Version No.
	PSA-HE9712021.2


1.0  Summary Program Description

	The major business of Hamper Express is to deliver seasonal food, wine, fine imported glasses, and gifts on a door-to-door basis.  The services will be promoted by direct-mailing and printed advertisement dated 4/12/97(East Week).

For detailed information, please see attach sheet A..  It will generate phone calls and fax orders to Lawsons from customers for ordering from Hong Kong only.  The 24 hours hot-line is 183-3363 and order fax no. 2565 0080.

*  For those customers who make the orders by phone, fax or mail in which the leaflets are obtained through the CRC Department Sore counter.  In this case, the handling fee ($50) of these orders will be waived.  For phone orders, the CSR should ask the customers where they get the leaflets.  If the customers forget where they get these, then just continue the normal order process.  For phone and fax orders, EDP should pay attention of the “mark” of each order form.  For those customers who got the leaflets from CRC, the order forms will be marked the alphabet “CR”, thus EDP is able to distinguish the sources of order where the customers get the order forms from.


2.0  Cient Expectations

2.1  Customer Service (Telemarketing)

	Expectation
	Deliverable

	2.1.1 Customer Service Phone &

        Fax Number
	Customer Service No.: 183-3363 
Fax Service No. :  2565 0080

Period : 4-12-1997 to ~ T.B.A.

	2.1.2a  Order Captured & Taking
	(a) CSR to jot down the following   

       information

      i) Name, Address, , Tel.No. & Fax No

      ii) Product name and quantity ordered

      iii)  We accept cash, cheque and credit

             cards orders:  AE, DC, & MV 

             (for cheque orders : delivery will be 

              made after cheque is clearance)

Fill in order forms for customers and input the data  into LBMS 

 DAILY, BATCH

	2.1.2b  Delivery Time


	Please make an appointment time with recipient.  Try best to meet our customer’s requirement.  The expected delivery time is 5 days.  

	2.1.3  Customer Service Inquiries
	3 Team Leaders, one per each shift, able to supervise & support the CSR for all customer service inquiries, order taking process, upsell and cross-sell, the detailed information of quality assurance period.  They should be able to resolve and answer questions : 

· Product information of Food & Beverages

· Train CSR in selling products, upsell and cross-sell

· To handle the replacement orders

· Professional customer services
· LANGUAGES REQUIRED BY PHONE & FAX : 

PHONE : Cantonese >50%,

                 Mandarin  >40%

                  English    <10%

	2.1.4  Customer Service Hours 
	24 hours / day

7 days / week




2.2    Order Processing (EDP)

	Expectation
	Deliverable

	2.2.1 Order Processing 
	Enter new orders captured by fax and by mail into LBMS system 

DAILY, BATCH 

	2.2.2 Billing
	STANDARD

	2.2.3 Internal Audit
	STANDARD


2.3    Delivery (Operations)

	Expectation
	Deliverable

	2.3.1  Pick-N-Pack
	Warehouse

	2.3.2  Delivery 
	Fulfil the orders within 5 days after the orders are captured.

	2.3.3 Defective products handling
	To be advised

	2.3.4  Delivery Slip printing
	All delivery slips should be searched and printed          *(AE, DC, MV) *
DAILY


2.4    Reporting/Database Req. (EDP & Telemarketing)

	Expectation
	Deliverable

	2.4.1  Sales & Fulfillment Report (EDP)
	Send a hard copy to Sammi by hand

WEEKLY, MONDAY

	2.4.2  Inventory Report (EDP)
	Send a hard copy to Sammi by hand 

WEEKLY, MONDAY

	2.4.3  Daily Sales Report (Telemarketing)
	Send both soft & hard copies 

to Sammi Wan by hand. 

Fax a hard copy to Hamper Express Ltd at 2595 9091 (Attn : Mrs. Chan)

DAILY

	2.4.4  DNIS Report (Telemarketing)
	Send a soft copy to Alice Yuen by hand, in half hour interval format

DAILY


2.5    Reporting Req. (Warehouse Dept)

	Expectation
	Deliverable

	N/A
	N/A


3.0
Information Flows

	Expectation
	Deliverable

	3.1.1 Supervisors & Team Leaders
	Telemarketing shall provide Marketing with the names of the supervisor(s) and team leaders for each shift for this project and the escalation process.

DUE DATE : By December - 6-1997

	3.1.2  Products Updates 
	New Products information flow will be from Marketing to respectively depts. 

NEED TO UPDATE PSA VERSION

	3.1.3  Advertising Schedule
	Upcoming Ad schedules from Marketing to Telemarketing in advance

NO NEED TO UPDATE PSA VERSION

	3.1.4  Stock Forecast & Replenish
	Co-ordinate between Marketing and Client.  Operations  should provide information to Marketing if the stock level drops to a certain level.




3.2    Invoicing (Accounting) / Fulfillment Invoicing (EDP)

	Expectation
	Deliverable

	3.2.1 Invoicing
	Standard  

MONTHLY


3.3     Assembly Source (Operations)
	Expectation
	Deliverable

	N/A
	N/A


3.4     Raw Material Source

	Expectation
	Deliverable

	 N/A
	N/A


4.0
Performance Measures 

4.1     Phone Service (Telemarketing)

	Expectation
	Deliverable

	4.1.1  Abandon Call Rate
	Telemarketing shall measure the number of calls coming in, assign resources accordingly.

ABANDON CALL RATE : < 4%

	4.1.2  Phone Service Level
	ANS CALL TIME : 100% in 5 sec


5.0     Business Contact List

	 Name
	Title
	Phone
	Direct
	Email
	Fax

	Novem Leung

(Lawsons)
	Accounts

Manager
	2811-5022
	2880-5366


	noveml@lawsons.com.hk


	2565-0080

	Loukie Ng

(Lawsons)
	Accounts

Manager
	2811-5022
	2880-5366
	Loukien@lawsons.com.hk
	2565-0080

	Sammi Wan

(Lawsons)
	Marketing

Assistant


	2811-5022
	2880-5366


	Sammiw@lawsons.com.hk
	2565-0080


6.0
Reference Documents or Attachments

	Document
	Reason

	Attachment A
	Catalogue for Hamper Express  

	Attachment B
	Printed Adv. on East Week

	Attachment C
	Chinese version for the catalogue


* the contents of item H4 & H5 in the catalogue and printed adv (East Week) are slightly different.  Please refer to the printed adv in which the contents of such gifts are updated.*

7.0 Lawsons Role (Workflow)





Stock forecast & orders clients





Inbound calls





Orders received by CSR





Inquiry of product inf.





End





Input orders into LBMS








Hard copy batch to EDP (daily)





EDP inputs orders & confirmed the payment





DC, MV, AE, Cash & Cheque





EDP updated system





Schedule & Delivery within 5 days





Updated system





Billing – A/C dept & EDP dept





END





Fax / mail orders
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