Enforcementissues

Areas of concern Escalation1 Escalation2 Escalation3 Escalation 4 Escalation b

Overloading Tins,
E - ticketting,
bus complains

Team Leader [\ ELET[ Manager Road Safety
Call Centre Customer Service & Standards

Chief Operating Office /

Regional Manager Chief Executive Officer

Registration and Licensing

Escalation3

Areas of concern

Driver License, learner Branch Managers

permits, search Team Leader M (Operational Issues)
L . anager S : g
records, registration and Call Centre Customer%ervice Policy issues - Regional Manager
deregistration, Manager Registration,
AnyrandL Issues Licensing, Driving,

Escalation 4

Escalation1 Escalation2

Escalation b

Chief Operating Office /
Chief Executive Officer

Standards § Engineering

Areas of concern

Authorized Motor Vehicle Dealer, Escalation1
Authorized Motor Vehicle Inspector,
Japanese Export Vehicle Inspection Team Leader Manaaer Manager : i i ;
Centre, Quality Assurance Call Centre CustnmergService Standard and Engineering Regional Manager EE:E; gffgﬂﬂcg 8{253/
Maintenance System,
Fleet Audit, additional fittings,
any technial issues

Escalation2 Escalation3

Escalation & Escalationb

Staff Complaints

Areas of concern Escalation1 Escalation2 Escalation 3

Escalation 4 Escalation5

Complain against staff from Team Leader Manager Manager

the general public, rude Call Centre Customer Service Human Resources
behaviour, high speed

Chief Operating Officer /

IS g Chief Executive Officer

Regulation

Areas of concern Escalation1l Escalation2 Escalation3

Escalation 4 Escalation 5

PTU, Taxi permit enquiry, Teami-eader Manager Manager Chief Operating Officer /

rental, carrier, LH/ LM 3 3 i . . .
and any PTU Enquiries Call Centre L S Regulation Regional Manager Chief Executive Officer

Staff Commendation

Areas of concern Escalation1 Escalation2 Escalation3 Escalation 4 Escalationb

: Team Leader Manager Manager . Chief Operating Officer /
Staff Commendation Call Centre T SEEE Human Resources Regional Manager Chief Egecutivge Officer

Areas of concern Escalation1 Escalation2 Escalation 3

Escalation & Escalation5

frontlline service Team Leader
communciation, Call Centre
operational issues

Manager

Chief Operating Officer/
Customer Service

Branch Managers Regional Manager Chief Executive Officer

Driving/ examaination and Testing

Escalation1

Areas of concern

Driving booking query, : :
Examiner complain, Team Leader Manager Manager Registration

Escalation 2 Escalation3 Escalation 4 Escalationb5

Regional Manager Chief Operating Officer/

fees enquiry , Call Centre Customer Service Licensing and Driving
driving school enquiry

Chief Executive Officer

Customer Services

Areas of concern

Service delivery cocnern
and feedback from customers, . Lead "
: : ] eam Leader
helpline emails, chat service,, Call C anager Branch Managers
social media, frontline all Centre Customer Service
professional service,
customer service awarness

Escalation1 Escalation2 Escalation3 Escalation 4 Escalation5

Chief Operating Officer /

FED O R Chief Executive Officer

Red Light

Areas of concern Escalation1 Escalation2 Escalation3

Escalation 4 Escalationb5

Red light fine query, Team Leader Manager Manager Road Safety

. Chief Operating Officer/
Transfer of TIN, Call Centre e Caine & Standards Regional Manager

Chief Executive Officer

Road Safety

Areas of concern Escalation1 Escalation 2 Escalation3

Escalation 4 Escalation5

DDC booking, Team Leader Manager Manager : Chief Operating Officer /
DDC query, Call Centre Customer Service Road Safety S TR Chief Executive Officer

Vehicle Examination and Testing

Areas of concern Escalation1 Escalation2 Escalation3 Escalation 4 Escalationb

Vehicle booking, : : :
Techncial enquiry, Team Leader Manager Branch Managel’s Regional Manager Chief Uperatlng Officer/

inspection enquiry, Call Centre Customer Service Chief Executive Officer

NOTE: The steps cannot be bypassed and officers cannot simply pass on the problem to the next level without a “real justification “.



