Maintaining Quality KPIs Across Dealer Network

Purpose of Doc: Over the time we have seen a lot of cancellation & complaints regarding Quality issues, such as availability of vehicle after booking, Dealers not responding etc have increased. This poses a load on customer support teams & have impact on reputation of RenTrip. 
This development shall set KPIs to control the Dealer lead cancellations & complaints. 

Setting KPIs: We shall set 2 KPIs to control the quality
1. Cancellation Rate 
2. Complaint Rate
Measuring Cancellation Rate: For this, we shall take into account full refund bookings. 

Cancellation Rate = Full Refund Bookings / Total Bookings * 100
Measuring Complaint Rate: For measuring complaint rate, we shall need to include Dealer in our Support Ticket System. 
So, while creating a support ticket, when executive (on Backend) or Customer (in His account), put Booking ID, Dealer details shall be auto populated. 
Then we can measure complaints registered against dealer. 

Complaint Rate = Number of Complaint Received / Total Bookings * 100

Setting Threshold for Complaint & Cancellation Rates: Admin shall need a feature to set thresholds for these metrics. 

	Metric
	Threshold
	Action

	Complaint Rate 
	< 2%
	Account healthy

	Complaint Rate 
	2 – 5%
	Account at Risk

	Complaint Rate
	> 7%
	Dealer Account Blocked




Similarly, we shall be able to set thresholds for Cancellation Rate from settings. 




Quality Dashboard Menu Addition in Dealer Account
We shall show a Quality Metrics menu named “Account Health” in Dealer account where dealers can check quality metrics visually and in figures. (Refer Table)
Colour coding for this shall be as follows
1. Healthy > Green
2. At Risk > Amber
3. Blocked > Red

Timelines for Metrics: We shall measure these metrics, on 2 timelines. Dealers need to maintain both to continue. This data shall refresh daily once.
1. Overall
2. Last Quarter

When Account is Blocked: Dealers shall get option to raise request to open the account. They shall need to fill form to tell 

1. Reason for cancellation / complaints (min 100 words)
2. What measures I have taken to keep my account Healthy. (Min 100 words)

When these request shall be received in Dashboard & the Team shall review the case & shall reopen account for 30 Days. (Exemption applies for 30 days only).
For now, exemption shall be given by Admin account only.
Dealer Account Status:
For monitoring we shall create 2 more status:
1. Approved
2. Unapproved
3. Unapproved (Checkin) – For monitoring checkin inactive dealers. 
4. Unapproved (Health) – Only in reports, filters & no option in dropdown (Can only be changed after dealer apply.)
Please also add them in relevant reports. 

Health Dashboard in Company Dashboard: we need same metrics for Quality Metrics in Company Dashboard for monitoring. Also we shall need feature to track these dealers. Suggestion required at your end. 
