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INTRODUCTION:

KEY RESPONSIBILITIES OF DELIVERY SUCCESS :




1- DASHBOARD REVIEW ( DAILY REPORT )

We created the report from both dashboards, Aramex and Magento.

Recant Shipping Activitios
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*QUICK REVIEW EXAMPLE FOR DAILY REPORT MAIL:

Delivery Success
to Salma, Amr, Hadeer, me «

Dear Salma,
Flease find below the shipments guick report for the period from February 1 to 14 February.

Aramex Dashboard:

Total Shlpme nts 100%

o5 50%

Magento Dashboard:

DS MAIL : deliverysuccess@favelin.com



Daily Email Handling and Follow-up Process

® After sending the daily report, we review incoming emails, take necessary actions, and respond
accordingly. Emails requiring further follow-up or marked as critical are kept unread until the
required action is completed.

® |f we receive an email requesting expedited delivery and the order status is either Processing or
Shipment Created, we forward the request to the Fulfillment team. This ensures that the
shipment is handed over to Aramex on the same day if possible, or the following day if same-day
handover is not feasible.

® Once Aramex receives the shipment,
we add the details to the Aramex
follow-up sheet (D.S Daily Cases) and
send the updated sheet at the end
of the day

4 )

® LINK:
https://docs.google.com/spreadsheets/d/1QP
S9DgsN?UEevDXWQqEYBWI4NZ j4eN?_FV4cH

CQBbLO/edit?gid=94389970#gid=94389970
- J
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' Modify shipment address // 50626853340 (&xtemal Inbox >

=" Summarize this email

D Delivery Success <deliverysuccess@favelin.com>

Dears,
We need to change the address of this shipment and deliver it this week before Thursday

New Address: = jus siadl s A e omea gl anzagll 30 da mall 2 ylia oS b3 v daa v .l

\\ ’. Thanks,



® |f the customer complained about the courier’s attitude, refused to deliver, talked with a bad
attitude, etc., we should call the customer to know all the situation and send an email to Aramex,
and add to it the courier’s number and the shipment number.

Courier Escalation - VIP Shipment // 50625114584 (Easmal = inbox x

= Summarize this email

Delivery Success <deliverysuccess@favelin.coms Thu, Jan 1, 5:50PM ¥ & H
to Hesham, Service, Moamen, Shahinaz, Marwa ~

Dwears,

We would like to formally report a serious delivery issue raised by the customer. The courier refused to deliver the shipment to the customer’s apartment and informed her that he did not have time to complete the delivery.

This behavior is unacceptable and against delivery standards, and it has caused a valid customer complaint.

We request an immediate investigation into this incident and ask that the shipment be delivered without any further complaints from the courier. If possible, we also request that to assign a different courier to complete the delivery to avoid any

For your reference, the courier contact numbers involved are:
« 01220520105
= 0221248500
Please share an update on the acions taken at your earliest convenience. ‘

® There are 2 examples for emalls that require urgent action

Courier Escalation // shipment 50616071273 (Extemal: = inbox x
=* Summarize this email _: /;}1

Delivery Success <deliverysuccess@favelin.com>
to Service, Shahinaz, Hesham

Dear Team,
Kindly note that we need your support regarding the shipment 5061607 1273. The customer is complaining that the courier asked her to pay 3700 EGP, while her order actually costs 2003 EGP.

Please note that the address is:

€O e (n Gs £l dujppeall £ 05— Assiut, Assiut
And the courier number is: 01141520748.

Kindly check this issue and provide us with your feedback as soon as possible, as the customer is very upset and wants to receive her order urgently.




Cases Resolution:
We are checking the Delivery Success cases from the (D.S Responses) sheet

4 )
FORM LINK: https://docs.google.com/forms/d/e/1FAlpQLScWnus4unPH_ch31-
2KFLXGvaGKrLsx4UMYSbINMp_zK9cwEg/viewform

- J

The cases reach the DS sheet through the DS form provided, and they
typically involve changes such as:

Updating the address or phone number, or adding a phone number
hold with the shipping company for 3 days

Pickup from an Aramex branch

Requesting order cancellation while the order is with Aramix
Courier attitude issues

Delay in the order or pickup

The form sheet include the order number, customer name, and the type
of case, whether it is an issue such as a delay or a problem with the
courier, or other inquiries like a change of address or branch pickup.




Note: Cases enter this form either through the FO team, which is responsible for social media and
confirmations, or the Customer Care team, which is responsible for complaints and pickups.

\

[ Link DS Sheet :
https://docs.google.com/spreadsheets/d/1QPS9DgsN?UEevDXWQqEYBWI4nZ j4eN7?_?V4cH
5 CQBbLO/edit?pli=189id=94389970#gid=94389970

J

® We are checking the In-progress cases, then taking action on the blank cases and doing the
needful as we mentioned before.
® |f we need to call the customer to get more information about escalation, we also do that after 12

PM.
® We may have a case regarding the courier’s attitude; we will take the same steps in the mall

a (D.SResponses) & ¥ & &
File Edit Wiew Insert Format Data Tools Gemini Extensions Help

O Mernus & o & T W0% ~ | $ % 0o 00 ws || - n |+ | B

The columns in the sheet consist of:
Order Number, Customer Name, Ticket
Source, Inquiry Type or Issue, and Case
Detalls.




® We track the shipments from the Magento Dashboard, and if there’s an issue or the system is
down, we track them from the Aramex Dashboard.

: : SHIPPED ORDERS EXCEEDED SLA - CAIRO - ALEXANDRIA - GIZA
® The SLA for Alexandria, Cairo,
. . Increment d Created At Status Label Grand Total Tracking Number
ond Giza. is 72 WH from the
. 000244124 13 Jan, 2026 1452 Shipped LE1494.46 50627365353
shipped date.
000244383 17 Jan, 2026 09:36 Shipped LE3,286.16 i 50628314085
oo - 000244570 19 Jan, 2026 12:44 Shipped LE1,270.46 i 50628689635
® The SLA for rest cities is 120
. 000244638 20 Jan, 2026 10:37 Shi LE1,085.15 i 50629060381
WH from the shipped date "
000244703 21 Jan, 2026 12:01 Shipped LE1,729.56 i 50629060602
% . 000244727 21 Jan, 20261530 Shipped LE1,960.75 i 50629030616
000244749 21 Jan, 2026 2009 Shipped LE1,643.08 50629024434
i /// ~ !
\\\ -_ = @ 000244729 21 Jan, 20261531 Shipped LE1377.60 ] 50629304552
\
000244730 21 Jan, 2026 16:03 Shipped LE49288 50629322015
000244733 21 Jan, 2026 16:24 Shipped LE1481.19 i 50629314223
4 000244746 21 Jan, 20261926 Shipped LE 130492 50629330511
¢ - ===

Magento Dashboard



Aramex 2 [
Aramex website :https://www.aramex.com/eg/en Eer e kg b i s s o

If your tracking number isn't working, double-check the format or click here for support.

Registered custormers can access advanced tracking by logging into their accounts here.

How can we track the shipments

Shiprnent Nurmber Latest Update
50759551323 &3 16 Feb 26 1250 o

Aramex Corporate () English+ @ Egypt- ﬂ

ofrent

E[I Type your tracking number here -

Enter multiple tracking numbers with 2 space of comma,
If your tracking rumber Bn't working, double-check the format or cick here for support.
Registered business customers can access advanced tracking by logging into their accounts here.

- We enter the tracking number in the search field, and all the
o -d details related to the shipment tracking will appear

shipping with ease. No

3 Locatien Activity
Activity

Your Recent Activity Delivery Addracs Corracted
Shipamients. this manth Schedubid pakups.

2,382 0 ' 000 EGP

Caliro, EQypt

Delivery Scheduled Pref Ot/ Trn:
Caira, EQypt

whatsapp Motification Sent to Consignes

Caliro, EQypt

K4.5, Egypt Shiprnent on Hald

Afternpted Deliwery - Customer Mot Avalable ¢ Delivery Rescheduled

It is important to sign in using the Favelin Aramex account
so that the detalils are more detailed and clearer




® The attached screenshots demonstrate how shipments are tracked and shipment history, where
all status updates and actions taken on the shipment are recorded. Shipment statuses may
change throughout the delivery lifecycle, including but not limited to Out for Delivery, On Hold,
Customer Not Available, and Delivered, etc.

® Send a daily "SLA Breach Report" to Aramex to expedite delivery.

e . N\ Delivery Success <deliverysuccess@favelin.com
Note: If the customer reports that she replied to o e S
the WhatsApp message from Aramex and did PO B I -
not receive a response from the shipping 2asesn -““
company, it is important to clarify that the — ““
. we need to deliver it today
Aramex WhatsApp message is automated and 223 U2 | S0 | f2 | G | Watnglobedeiveredloday
: sz vz S20NSts | M2 Cao | Wamnglobedehasdlogsy
electronic only, not a person. dms s | semmes 2 Neas | gectlbesse
We should advise her that if she wishes to know das s smseus w2 mess OO oY
: : : : : 244752 50629022485 Cairo It's delayed too much from your side,
more information or report any complaints; it is B R T oo

: No one called the customer to
2000001398 1/21/2026 50629053941 “ deliver it it's not refused

preferable to contact us directly via Favlin’s
hotline at 01111241232, or through Instagram or
Messenger.

Thanks,

® |f we can’t reach the customer, we take the
If she still prefers to contact the shipping normal trials ( 3 trials ), then ask Aramex to

company directly, Aramex’s hotline is 16996 return the shipment to avoid the delayin our
SLA
N J




Failed Delivery flow:
® We check it from pending orders “failed delivery” sheet.

/

-

Link failed Delivery sheet
https://docs.google.com/spreadsheets/d/1WpWS4clQs2pp8qb_L88BnWLhwtp0381DyOfcsBJ
mwgY/edit?pli=189id=516575248#qid=516575248

® We call the customers 3 times, and if we can’t reach them, we consider them unreachable
customers.

® We choose from “Outcome™ What happened during the call

® We choose from “Failed Delivery Reason™ The main reason for the order return

® Any additional details will be added in the “ Note “

a PendingOrders B # & &
File Edit View Insert Format Data Tools Gemini Extensions Help

QMeus © @ & § 100% v | $ % 0 0 | calbi v -(M|+|B 7 S A[% @ H-E-t-p-A- o @@ VE-: B L3

The courier called her one tirme

at 1:48pm and she called him

1/6/2026  back right away and he didn't
answer and put an update
failed delivery N.O 243439

grder onling payment
called her twice but no answer -
Rwan 7-1// her issue that the
n.mohamed31 PP —_— courier caled her but she aeo't
Y2/2006  WI86645221 oo oo Salma Ma Reorder ki answer and she called him back
mulpule times no answer - want




® Not Interested - The customer is no longer interested in the order,
whether she refused to receive it or it was returned to us for any
other reason, and she does not want it shipped again

® Wrong Number - The customer’s phone number is incorrect

® Duplicated - The customer has another order that she placed herself

® Reorder - It is a successful retention, We create and ship the order
again for the customer through us.

® Unreachable Customer - We were unable to reach the customer
after attempting contact “ NO Answer 1,2 and 3

® she will in form us later / she will reorder later - The customer will
request the order later or will contact us at a later time

® Unreachable Customer - The reason for the return is that the shipping company was unable to reach
the customer, e.g., she did not answer her phone.

® Delayed Delivery - The return occurred due to a delay in the delivery, so the order was not received
on time.



Customer Refused - The customer herself refused to receive the order
Courier Attitude - The Courier was rude, used inappropriate language,
or behaved unethically towards the customer

Attempts - Not all delivery attempts were completed by the shipping
company, e.g., only one attempt was made, or a new delivery time was
scheduled but the shipment was still returned

Received Another Order - The customer has already received a
different order

Purchased from Another Distributor - The customer received the order
from one of our distributors

Purchased from Another Brand - The customer purchased from
another brand

Customer Cancelled (Negative Feedback) - The customer did not
receive the order because she heard negative feedback about the
product

Customer Refused (Price) - The customer refused the order because
she was not satisfied with the price.

MNew Order




6- RETURN MERCHANDISE AUTHORIZATION ( RMA ):



2- Received by admin

® After the shipments are returned via the shipping company and
received at our warehouse, the status is recorded in the system
as 'Received by Admin' by the warehouse team. They then send
an emall listing the actual products received, including the
product type and quantity.

3- Resolved by admin

® Once the warehouse confirms receipt of the returned products,
the ticket status is updated as "Resolved by Admin", with all
relevant detalls recorded. This includes whether a new order was
placed for the customer instead of the returned one, whether
the customer does not wish to order again at this time, whether
the customer is unreachable, if the order was duplicated, and
any other relevant notes.
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Total Requests

Processing 5
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marwamahmoud479088@gmail.com
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2
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6
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Select...
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Bassant Mohamed

3
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Top Return
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23 23 22

14
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Unassigned

L0
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ﬁ rwan, haitham

- £ Columns =

Clear all

Cancel Apply Filters



® number in the email to check if the warehouse sent it in the RTN emall or not.

® We checked the items and the quantity of them, and if we find the item not received, we reply to the
same ema.il by the date of receiving based on Aramex, and whoever received it, and if they confirm
It’s not received, we take it as a lost shipment.

If they received all the items in the order, we take the normal process to close it.

RMAZ9 <O e )
o 0002447105 File Edit View Insert Format Data Tools Gemini Help

Q Menus & o & 00% ~ $ % O, 0 123 Calbi - | - + B I 5 A % B EH-E-L-p-A- oD@ Y @ Z
<« B o W = ® o T S (]
ATF1S = fic Returnof 000244105

RTN Update 1/129/2026 » inbos =

Date of Transfer

[6224002524799] Maraccan Argan
2026-01-20 14:40:38 2026-01-29 10:16:42
Repair Shampoo 300md

= Summarize this amail s | [6224002524805] Moroccan Argan
Repair Conditioner 300ml
4 [6224002524973] Maroccan Argan
m Mohamed Makhtar Repair Hair Mask 300gm
o Hodesr, Amf, Amf, me, Salma, Ahrmed, AR = 20260139 10:14:34 [6224002524799] Maroccan Argan
Helle Hadear, ' [6224002524805] Moroccan Argan
Please check the balow tabls, £ Repair Canditioner 300mi
[6224002524573] Moroccan Argan
Repair Hair Mask 300gm
[6224003382077] Moroccan Argan
Repair Hair Serum 75ml

: ) [6224002524812] Moroccan Argan
2026-01-20 14:40:40 2026-01-29 10:21:26 Fepeair Sh soomil

[6224002524829] Maroccan Argan
Repalr Hair Conditioner 500ml
[6224003382039] Moroccan Argan
Repair Hair Mask 500m]
[6224003382077] Moroccan Argan
Repair Hair Serum 75mil

[6224003382107] Moraccan Argan
Repalr Hair Oil 35mil
[6224003382114] Groovy Growth
Hair Boaster Scalp Serum S0ml
[6224003382572] Xtreme
Moisture Leave in Cream 250mil

[6224003382015] Groowvy Growth
Shampoo 300mi

FASELIN

g B

IE
| 5Ig

One attachment = Scanned by Gmail O =) Added

8

2026-01-20 14:40:40 2026-01-29 10:13:12 100 L00 5062686

7
.4
%
v

[6224003362022] Groowy Growth
: Conditioner 300mi

RMAZZ mlsx - = [6224002524980] Groovy Growth
Hair Mask 300gm

[6224003382114] Groovy Growth

{ ® Note: The RMA is related to the failed delivery. We should know the reason before closing it. J




Approved by Admin

® Change received by admin to Resolved by | [ ———
admin, and write the failed delivery reason N p—
in the Internal RMA Note instead of AWB. p——
® |f we re-order, we should add the new order I

number B

Canceled by Customer

Rejected by Admin

RMA
Order:

#2000001 288 (failed_delivery)
2026-01-05 05:58:49

' ’ \ Purchased From: m" Customer's Direct Link
Fer hitps:/ifavelin.com/ar/rmalguestiviewrequestiwrZXRNOUQIIRSRIZEITNRYICKZU
\
\

Copy Link

Tracking Information
[Pemesser 0 W | AoD

X Shipping Label Internal RMA Note

Y e




® The SLA for pickup is 48 WH after that, we
add the pickup number in the Aramex
sheet, write our comment, and send it to
them even if the pickup was not cancelled.

I D:;te Pic;cup Our Comments A{:tion- Taken

v e | | SRS | e—
o e | e | SRS | e—
s e | | ST | —
P e | | SRS | e—

e [ [
e [ [
e | | e

+ [5) DS Tickets (CX) ~  Aramex Follow-up (CX) ~ Delayed & cancelled Pickups (CS) ~ @ Aramex Branches




DAILY TASKS - AGENT

WEEKLY & MONTHLY REPORTS - AGENT

Status

Number of
Shipments

Percentage %

Delivered

Status

Number of
Shipments

Percentage %

Returned

Cancel Request

In-Progress

Wrong Mobile number

Total Shipments

100%

Duplicated

Aramex

Status

Number of
Shipments

Percentage %

The customer didn't
answer the courier’s
calls

Delivered On-Time

Customer Un-reachable

Delivered After SLA

In-Progress follow-up

Total Shipments

100%

Total Shipments

100%

Status

Number of
Shipments

Percentage %

Delivered COD

Status

Number of
Shipments

Percentage %

Delivered Paid

Late delivery

Delivered Zero Cost

Fake Updates [/ Attempt

Total Shipments

100%

Courier Attitude

Total Shipments

100%




DAILY TASKS - TEAM LEADER

MONTHLY TASKS - TEAM LEADER



In the case of lost shipments, the shipments are first verified with the warehouse to confirm that they
were hot received. Then, the shipping company is contacted to clarify the status of these shipments

Regarding fake updates and attempts, the shipping company is contacted using the provided tracking
numbers to discuss the matter.

-All of this informaction is recorded in an Excel sheet containing two tabs: one for lost shipments and
one for fake updates - attempts.

Compensation is provided for each issue as follows:
® [ ost shipments: covers both the shipping costs and the value of the products
® Fake updates: covers shipping costs

4 )

Note: For lost shipments and fake updates- Attempt , we must send all the details to the Customer

Experience Manager, including a clear explanation of the issue ,to get compensation.
- J




For damaged boxes, whether the damage is only to the box itself or has affected the products inside, if
the products were wrapped properly and still got damaged during shipping, we document the cases for
the Customer Experience Manager. We then send all the detalls to the shipping company so that the
Issue can be investigated and the value compensated.

To reduce returns, | should follow up to identify the root causes and determine how they can be
managed. Whether it’s due to fake updates, | investigate the reasons, such as the areas with the most
Issues, lack of communication from the courier to the customer, or incomplete delivery attempts. | should
then report it to take action with the shipping company and provide compensation where necessary.



KPIS

Daily, Weekly, and Monthly tracking

On time

Productivity Shipment Tracking 20%
reports
Delivery SLA Timely deliveries % of shipments delivered within SLA 20% >95%
Efficiency Return Management Return rate reduction 20% <5%
Reporting Accuracy and Accuracy of shipment and SLA 15% 100% accuracy /
timeliness reports On time
Quality Maintain service Quality Score 25% 95%

quality

THE HIERARCHY







