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Delivery Accuracy
Fundamentals & Techniques
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Preserve & Enrich
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Customer Experience

DA Experience

Accuracy + Speed

Groove/Flow (less interpretation)
Keep Route Sizes Manageable! ©
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Glossary — hyperlink to slides

Top Priorities of all DAs

Phases of Delivery, “Scan Package” to “Swipe to Finish”

Delivery Methods — Virtual/Physical match

Group stop/delivery “Select All” explained

Customer Disables Unattended Delivery

“Photo on delivery” (POD), when to take picture?

Safe L.ocation Guide

Package Dumping - Risks

“Driver Assist Code” Explained

6 Step Delivery Method — Van Organization & Quality Enhancement

. “Contact Compliance” Explained

“Customer Delivery Feedback” Explained

. “Photo On Delivery” Metric Explained, High Quality Photos
. Rescue Protocol
. Cortex Interpretation of Behaviors




TOP 3 primary focuses, without fail

1%t Priority: Customer Notes
1: Do NOT Ignore/Deviate
Contact Customer if conflicting

2nd & 3rd Prigrities: D2D & POD

2: No Customer notes? Door to Door
3: Picture for all unattended deliveries

— DELIVER Help

Where are you leaving the package?

John Q. Public or a household member

Receptionist or doorman

Take the picture!! <3
Back door
In a secure mailroom

In a safe location

John Q. Public
123 Main Street

Delivery

ADD ACCESS CODE

If you do NOT hand to a person,

UST be takenKeilleach customer orderje]

identify delivery location!

IGNORE “Suggested”
Learned from DA’s, NOT customer
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Suggestion
can be
WRONG!

Receptionist

Connor Christ or a household member

Receptionist or doorman is the suggested

location for this delivery




> Separate Phases of Delivering on the App
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T4’
liver 12 packages ,
Bocations - © 12:01 AM - 9:00 PM Where are you leaving the package?
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elivered to =

Select all 8 Front door/Fr
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John Q. Public or a household member

(1) 3135 31ST STAPT 313
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Back door

n a secure mailroom
B Deliver to: it

n a safe location

2) 3135 31ST ST APT 509

John Q. Public
123 Main Street

Delivery

Yu Peng

# No recipien{ requireck

ADD ACCESS CODE Retake

Scan Select One Order e
Packages at a Time, t0 L %o,

Do not “Select all” Finish

Swipe to finish at the door to lock in the physical delivery location!
DAs must represent the package correctly on the FlexApp: Delivery Method, Name, Picture! For the customer!




Group Stops “Select all”
Use MUNSIIIEEIlgy R eceptionist or Doorman \

7

Deliver 12 packages

10 locations * ® 12:01 AM - 9:00 PM

(D

— deactivates Picture!! When to use?

When vou hand it to someone!!

DELIVER Help

Select all

Where are you leaving the package?

Select Customer orders individually

when we do NOT hand it to someone!

“Unattended”’!

Examples: on ground, shelf, bench,

chair, mail area

These are unattended deliveries, and HIGH risk,

must have picture. Do NOT ‘“Select All”
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Accurate “Delivery” 1in FlexApp. This 1s....

Do NOT “Select All”

Pictures for all deliveries

Do NOT “Select All”

Pictures for all deliveries

Do NOT “Select All”

Pictures for all deliveries

Do NOT “Select All”

The delivery method & picture/name helps customers find they package! Our Promise!



When Customers do NOT want packages left unattended!
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— DELIVER ©)

Who are you giving the package to?

@D o 3 household member

If you cannot physically hand it to someone:

Receptionist ar doorman

. Contact the customer
. Reattempt at end of route
3. RTS the package

Mailroom attendant

N =

1. Do NOT leave packages unattended
(TIER INFRACTIONS!)




Picture On Delivery — When/why do we take a Picture?

Why do we take
one picture per
customer order?

\ 4

All unattended packages, one picture per customer order!!!

. Provide of a successful
delivery!

2. Customers
the picturcjiieleJsRe[SNYSa%!

3. The customer knows exactly
their packages are!




When to mark packages “Delivered” & “Swipe to Finish”?

What Delivery
Method was chosen?

r

What picture was

taken? DNR |

Yes! ©
No longer
In our
possession!

No Picture!

Safe Location!?

Delivered to doorstep! Or... | Delivered to Household Member!




Safe LLocation vs Not Safe I.ocation

to Receptionist”
Name: “Jill”...
Tier 2 infraction

i

— “To Prevent Theft...
| Do NOT leave in Lobby or
L ! Mailroom, NOT Secure”

Marked : Z
“Delivered to 3 TR
Safe Location”. .. Marked “Delivered

b3 . . . 1 2" B
¥ = Tier 2 infraction [ e Malimomey i [
—— - Tier 2 infraction
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The Customer IMMEDIATELY SEES the Picture on Delivery!




This NOT customer promise!

Virtual/Physical Match

B Driver did not follow customer instructions

Communication Information Event Management Audit Trail

Customer Account 1D;
Customer Mame:

Issue Date: 11/24,/21
Contact 1D:
Tracking 1D or Order ID:

Customer Email Text/Summary of issue:

Owver the last few years | have had delivery problems with Amazon orders. | have made numerous
complaints, starting at the customer service level. These complaints have been completely ignored.

I live in an apartment building with no doorman and theft problems. | have left delivery instructions
that specify that packages are to be delivered to my apartment and not |eft like a pile of garbage in
the lobby, instructions which have been updated by Amazon personnel, to no avail,

Deliveries are constantly being dumped in the lobby. Recently | said to an Amazon delivery person
that packages do not belong in the lobby. He replied, "I know" and walked out.

Delivery confirmations have stated "left in mailroom” when there is no mailroom. Numerous times
the confirmations lie about the delivery status.

I am writing now because today was the straw that broke the camel's back.

A delivery person buzzed my intercom and said "Amazon Delivery” | said OK bring it up. After 10
minutes of waiting, my wife went downstairs and found it dumped in the lobby. What makes this
even worse is when | went online, It said "package was handed directly to a resident”. A BLATANT LIE.

My wife and | are disabled seniors and this treatment is intolerable. Please rectify this situation.
Thank You

Sincerel

Customer Complaints: “Where are my packages?”....“Where’s my picture?
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® Delivered to mailroom 3

Customer Delivery info

Customer

Customer Note
CUSTOMER else CUSTOMER'S

Delivered
& Delivered to mailroom r 1n Van7

NNk

Tier 2 Infraction — Package mishandling

Zero DAR — excessive DNR

Negative Customer Feedback — where’s package?
Failure in Customer Promise — &
No POD — no proof, no ability to dispute
Delivered out of planned location — Even at address? (dispute)
Chronic Behavior — Driver has 5™ highest DNR for site

— no excuse to cut corners

TOP reasons for elevated DNR and zero DAR for sites. Do not cut corners!
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When 1s “ ” an Acceptable Delivery

This is NOT a mail room

This is an unsecured lobby
& not a safe location

Follow Customer notes, if none, go door to door, take
pictures! Standard Work!

method? Never!

) L
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We're S0 SOTTY
we missed ']':m.
o Pleast Uk
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Protect Manageable Route_ Size! ©
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1. Door to door delivery, above
1. All TBAs delivered @9:15a
2. Total time = 2 min
3. Total delivered = 10 TBAs

1. Door to door delivery, above

1. Istdelivery @9:15a

2. Last delivery @ 9:33a

3. Total time = 20 min

4. Total delivered = 10 TBAs
2. According to the system, this “group” stop
2. Each TBA has a “service time” = how “long” took 2 minutes, not planned 20 minutes
it takes to deliver door to door (1 TBA =
~2min each) 3. Routing will “learn” only 2 minutes are

required, and ADD 18 MORE minutes of
3.  This ungrouped stop is routed for 20 minutes work! Bigger, unmanageable routes!

4. ->->0ut of Drive Time....More Dumping!



Driver Assist Code (unique)

% No recipient required

AF-Y-5625-625-YLO

, % Customized box 2593
TBA116147uv_"°" \
22w | 3x Packages w/
TBA1169725=_"" «
} ¥ Yellow SAL Label
UP375P |

TBA1153. 1400404

TBA115334400404

7 BT

DA FlexAPP view at a stop, 3x Packages



Contact Compliance — After 15t Delivery Attempt

HELP X

| : When may I
P | close this screen?

Call Customer

Return items DELIVER
Remove items that are damaged or that the customer 2 ‘

doesn't wag

Why can't you deliver?

Unable to deliver

Mark this order as undeliverable. You'll return the items
the station.

NEVER! Call, Text, Call!

GPS is not working, I' the address N

Having trouble with your
delivery?

n provide infarmation to he

locate a safe delivery localion.

== When should we Re-
R — Attempt?

Customer requested future delivery flate

Nowhere safe to leave package

Delivery is delayed due to bad weatifler

Delivery will be too late

Just prior to RTS....1pm
very different than 6pm!




@R ss (G Ao kT NS [\ 'ALOWNGEY O U rate each deliveryfy

2:47 il 5% &% 2:47 1l568 &%

Meet the = SR oo @\ cuspe, @\
“customer
delivery et o
notification”! E

© Deliver to Nick - Fort Lee 07024

We're sorry there was an issue with your
delivery.

Please tell us what went wrong:
Delivery was late

Delivered to wrong address

Driver did not follow my delivery instructions .

I never received the delivery

Customers

Item is damaged 1
can select
Driver mishandled delivery

Driver was unprofessional ‘ ‘ALL that
APPLY”!

How was your delivery?

lst

priority

|b It was great

Delivery by Amazo
D

See all updates

Customers are
Immediately
Prompted to Address info

G

Rate the AA @& amazon.com
Experience!

& amazon.com




Photo On Delivery — What 1s a High Quality Picture?

1. Step back to capture the

Examples of Photos by Defect Category: location surroundings of

| the package

2. Review the photo, and
retake any poor quality
pictures

3. Use the flashlight icon on
your device to help
capture photos when its
dark outside

1. Each example to the left!

Package Not Clearly Visible -

Locker/Other Concealmant




Why Scan Here?
Virtual/Physical match
before leaving van!

6 Step Dehvery Method ‘(No M1ssmg/ SW DNR)‘

Organize &
Working bag Identify Packages
(DA assist Code)

Isolate Packages

at Stop Packages Packages

Why...? et il D e e e
Deliver the gl ‘ B = ‘ : ALY
Correct = — - ' : }‘ : - A\@AEY ,oZS,-QSaYLQ

ft "HE’HHIMHH' R A
PaCkageS tO i mnnssauoogaj%:!‘%"
the Correct - e Swipe to finish
Customers! On Package ' = :

All Match? o : ONLY if....




Why can’t I scan my package?

1. Already marked Delivered | == 1, Go physically delivery it!

2. In an Error State ms) |2. Call to have it assigned to you!
3. You Marked Missing m=) | 3. Troubleshoot it, and reattempt!
4. (LEAST LIKELY) 4.

You can solve MOST issues on road, do not immediately assume RTS



Rescue Protocol — for Rescue/r (PNOV)




Daily Monitoring (Cortex)

During on road delivery hours, DSP leadership to
cross reference DA’s with high DNR’s from
previous weeks 1n metrics file vs live performance
in Cortex

Purpose to Identify certain behaviors |

\RDENS NY 11415-3572

-package dumping . ©° —
-SaImec t]‘me Stamps 8374 TALBOT ST APT 3F Cistomer Delivery info

-"pillars” from delivery graph
-customer notes vs delivery method?

Customer
samaira kempner

8374 TALBOT ST APT 3E
KEW GARDENS NY 11415-3543 Customer Note
Call: Unit number
g bell, call custormer

Access Code
Call: Unit number




