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	Detailed Job Instructions
	Job Name:    Job Cancellations   

Department:  Call Centre

Position:        Company Technician

	

	Electrodry aims to give the best possible service to all customers.  You, our technicians, are our front line in customer service.
When bookings are cancelled, we not only lose income $$, we miss the chance to build strong relationships with customers. 
The following procedure has been developed to ensure we make the most of all opportunities to build customer relationships.


The following procedure applies where a job is cancelled at the time of attendance by the technician, without prior notification.

	1.

If customer cancels when you are on site

	· Technicians are required to contact the following Call Centre numbers to advise of a cancellation. 

ACT, Queensland, South Australia, Western Australia     03 9005 0329

NSW, Victoria, Tasmania   02 49 114 600

· The following information is to be provided:

                                Run name

                                Time of job

                                Name of Customer

                                Reason for cancellation

· The technician must advise the client that they may be subject to a cancelation fee if they cancel the booking. We will generally waive the cancellation fee if the customer rebooks and has the job completed within 14 days.

· If the customer advises that they already cancelled, you must ask for a cancelation number

· As the technician, you must wait at the site (outside or inside depending on the circumstances), until you have called in, obtained a cancellation number and been advised by the Office or your Line Manager that you can leave.

· The technician is to complete a job sheet, noting the cancellation number, contact person at the Call Centre and reason for cancellation.

Please note:  for after hour cancellations, please call  the following number:

03 9005 0329
	Contact Numbers: 

ACT
Queensland

South Australia 

Western Australia
03 9005 0329

***

NSW

Victoria

Tasmania  

 02 49 114 600

***

After hours:

03 9005 0329


	2.

Cancellation due to customer no show.
	· The technician is to remain at the customers’ premises for 20 mins after the allocated booking time or as otherwise advised by the Call Centre or their Line Manager that they can leave.

· Before leaving must contact the call centre on the relevant number below. The call centre will also try to reach the customer 

· If the customer cannot be reached, the call centre will provide a cancellation number

ACT, Queensland, South Australia, Western Australia     03 9005 0329

NSW, Victoria, Tasmania   02 49 114 600
· The technician may not leave the premises until permission is received from the call centre or your line manager. 
· The technician is to complete a job sheet, noting the cancellation number, contact person at Call Centre and reason for cancellation.


	

	3.

Cancellation – customer present but work cannot be done.
	· Technician to contact the relevant Call Centre number (see below) to advise why the work cannot be done. 
ACT, Queensland, South Australia, Western Australia     03 9005 0329

NSW, Victoria, Tasmania   02 49 114 600

· The contact centre may require photos of the job to be sent to cancellations@edry.com.au, or an e-mail address provided at the time, to help evaluate if the work can or cannot be completed. The technician must keep a copy of these photos.
· If it is agreed that the work cannot be completed, a cancellation number will be provided. The technician may not leave the premises until the cancellation number is provided. 
· Technician is to complete a blue job sheet, noting the cancellation number, contact person at Call Centre and reason for cancellation.
	









