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Copyright & Disclaimer

This handbook is designed as a professional development resource for Key Account Management and
Operations roles within the courier logistics sector. It aligns with the National Occupational Standards (NOS)
and Qualification Packs (QP) published by the Logistics Sector Skill Council (LSC) under the National Skill
Development Corporation (NSDCQ).

Disclaimer: The content is derived from LSC guidelines, industry best practices, and the National Logistics
Policy framework. It does not replace formal training, certification, or legal compliance requirements.
Organizations must adapt these practices to their specific operational context and ensure compliance with
all applicable regulations.

How to Use This Handbook
Each chapter builds progressively:

1. Strategic Landscape: Understand the national initiatives shaping logistics.
2. Foundational Operations: Master the ground-level Courier Associate role.
3. Standards Framework: Learn the NOS that define professional competence.
4. Strategic Mastery: Transition to the Key Consignor Executive / KAM role.

5. Best Practices & Risk Management: Apply advanced methodologies and safety protocols.

Key terms are highlighted throughout and defined in the Glossary.
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Introduction: The Strategic Landscape of Indian

Logistics

The Logistics Sector Skill Council (LSC) is the strategic architect for professionalizing India’s supply chain
ecosystem. With the National Logistics Policy aiming to reduce logistics cost from 14% to 8% of GDP, and
the PM Gati Shakti National Master Plan integrating 16 ministries for seamless multi-modal connectivity,
the role of a skilled workforce has never been more critical. LSC's mission is to align manpower with global
standards, transforming the Indian workforce into a competitive asset that drives down costs and enhances

trade efficiency.

Core Stakeholders and Institutional Framework

e NSDC (National Skill Development Corporation) — apex body for skill development
¢ Skill India — umbrella campaign for employability
* PMKVY (Pradhan Mantri Kaushal Vikas Yojana) — flagship certification program

* NCVET (National Council for Vocational Education and Training) - regulatory framework

While these high-level federal initiatives provide the roadmap, execution depends on ground-level precision.
The courier logistics sub-sector, powered by e-commerce growth (projected to reach $350 billion by 2030),
requires professionals who can both handle physical packages and manage strategic client relationships.
This handbook bridges that gap.

Industry Stat:

India's express delivery market is expected to grow at 17% CAGR, with B2B logistics forming a significant share.
Key Account Managers who retain top clients are the profit protectors of the organization.



Chapter 1: Foundational Operations — The Courier
Associate (NSQF Level 3)

Operational excellence at the Associate level is the non-negotiable prerequisite for all higher-level logistics
functions. The "Associate" is not merely a delivery agent; they are the primary curator of frontline data
integrity. Every scan, every signature, every cash collection feeds the analytics that Key Account Managers
rely on. Without precision here, strategic decisions are built on sand.

1.1 The Associate as Frontline Data Curator

The Courier Associate handles the tactile execution of the logistics promise: handling, sorting, bagging,
last-mile pickup and delivery. But their most critical contribution to corporate strategy is data collection.
Daily activity reports—including Proof of Delivery (POD) and Cash on Delivery (COD)—provide the raw
inputs for KAM performance dashboards. Inaccurate or delayed reporting renders "Performance Auditing”
useless, obscuring the true health of client accounts.

1.2 Detailed Job Profile & Process Flow

QP LSC/Q1901 - Courier Associate (Level 3)

Attribute Detail

QP Code LSC/Q1901

NSQF Level 3

Core Tasks Handling, sorting, bagging, pickup, delivery, payment collection, daily reporting.

Tools Used Handheld scanner, GPS device, mobile app, cash handling pouch, tamper-evident bags.
Shift Pattern Rotational shifts; early morning sort, day-delivery, evening pickup.

The daily workflow: Morning sort (segregating packages by pin code) — Route planning (optimizing
delivery sequence via app) — Delivery execution (scanning, collecting POD/COD, handling exceptions like
wrong address) — End-of-day reconciliation (cash remittance, upload of POD images). Each step has a
direct impact on KAM metrics like On-Time Delivery (OTD) and COD remittance time.



1.3 POD/COD Impact on KAM Analytics

Consider a scenario: A key e-commerce client's SLA mandates 99% OTD and COD remittance within 24
hours. If the Associate fails to scan a delivery or delays cash deposit, the KAM dashboard shows a breach.
The Account Manager then spends time firefighting instead of upselling. Repeated failures erode trust and

risk account churn.

How Ground Data Feeds KAM Metrics

Associate Action Data Generated KAM Metric Affected

Scan at delivery Timestamp, GPS tag On-Time Delivery %, SLA compliance
Collect COD cash Amount, receipt number COD remittance TAT, revenue leakage
Capture signature/POD photo Proof image Dispute resolution speed, client confidence
Report undelivered reason RTO code Return logistics cost, root cause analysis

Best Practice:

Train Associates to treat the scanner as a data-entry device for the entire organization. Emphasize that every scan
is not just a task—it's a transaction that directly affects client retention.

Mastery of these physical and data flows is essential; one cannot manage the accounts that generate these

volumes without understanding the mechanics of the volumes themselves.

w



Chapter 2: Professional Standards — The National
Occupational Standards (NOS) Framework

Occupational Standards (OS) are the strategic benchmarks for workplace performance. They define specific
competencies, knowledge, and understanding required to execute a job role to a global standard. This
framework ensures that "competence" is not subjective—it is measured against rigid performance criteria
set by the Logistics Sector Skill Council.

2.1 QP and NOS Architecture

A Qualification Pack (QP) is a complete job description consisting of multiple National Occupational
Standards (NOS). Each NOS is a functional unit describing a discrete part of the role, with elements and
performance criteria. For a Key Consignor Executive, the QP includes mandatory NOS covering planning,
execution, post-sales, and safety. This modular structure allows precise assessment and certification.

2.2 Compulsory NOS Units for Key Consignor Executive

Mandatory NOS Units for Key Consignor Sales Role

NOS Code Title Core Function

LSC/N3036  Plan for key consignor sales Market research, lead identification, call planning, route
activities optimization for client visits.

LSC/N3037 = Perform key consignor sales Face-to-face meetings, proposal presentation, negotiation,
activities contract signing.

LSC/N3038  Perform post key consignor sales Onboarding coordination, SLA monitoring, complaint
activities resolution, retention calls.

LSC/N3054 = Maintain Health, Safety, and Risk assessment, identity verification, safe cash handling,
Security measures emergency procedures.

Each NOS contains detailed Performance Criteria (PC). For example, under LSC/N3037, a PC might state:
"Collect and verify all required client documents (KYC, GST certificate) before service activation." This
granularity ensures that the professional standard is auditable and trainable. The KAM professional must
internalize these NOS units as their daily checklist.

NOS in Practice:

LSC/N3038 — Post Sales Activities — includes a PC: "Analyze weekly SLA reports and initiate corrective actions for
deviations." This directly links the NOS to the KAM's proactive role in preventing client churn.



Understanding these NOS units allows the executive to map daily activities to national standards, ensuring
career portability and professional credibility. Many enterprises now link appraisal systems to NOS
competency levels, making them a direct path to promotion.



Chapter 3: Strategic Role Mastery — The Key Consignor
Executive (NSQF Level 5)

Advancing to the level of Key Consignor Executive (often titled Key Account Manager) signals a shift from
"handling” to "relationship architecture.” This role is the integral bridge between operations and the
client, converting capacity into long-term institutional partnerships. The executive must orchestrate internal
resources—fleet, hubs, IT—to deliver on promises while simultaneously identifying growth opportunities.

3.1 The Transition from Handling to Relationship Architecture

At Level 3, the Courier Associate focuses on execution of a single package. At Level 5, the executive
manages the entire account portfolio, typically 5-15 high-value clients. The mindset shift is from task
completion to strategic value creation. Every interaction is an opportunity to strengthen trust, reduce
churn risk, and uncover latent needs.

3.2 The Three-Stage Strategic Lifecycle

1. Relationship Maintenance: Securing existing revenue by ensuring SLA adherence, regular health checks,
and proactive issue resolution. This consumes 60% of the executive's time.

2. Prospective Identification: Analyzing B2B databases to spot regular shippers with high growth
potential. Using volume trends, sectoral data, and geographic coverage gaps to qualify new key
consignors.

3. Business Development: Expanding service footprint within existing accounts. This could involve
cross-selling freight, supply chain solutions, or international services. Requires deep understanding of
client's logistics pain points.



3.3 Personal Attributes and Tools for Success

The Level 5 professional must possess:

Advanced Communication: Tailoring language for CFOs (cost metrics) and warehouse managers
(operational details).

Negotiation Skills: Balancing rate increases with value-added services, using data-backed justifications.
Data Literacy: Interpreting dashboards showing OTD, RTO%, COD leakage, and revenue trends.
Crisis Management: Coordinating rapid responses when a key shipment is delayed or damaged.

Tools: CRM (Salesforce/Zoho), logistics control towers, Bl tools (Power Bl), and MS Excel for custom
analytics.

Strategic Insight:

The best KAMs schedule monthly business reviews (MBRs) with each key client. They present SLA performance,
highlight innovations (e.g., new pin-code coverage), and co-create next quarter's targets. This transforms the
relationship from vendor to partner.

These responsibilities are not executed through intuition alone; they are driven by a "tactical engine" of

specific best-practice methodologies.



Chapter 4: Advanced Methodologies — The Seven Best
Practices of KAM

Key Account Management (KAM) is the practical application of the Pareto Principle (80/20 rule):
approximately 80% of a logistics firm's profitability is generated by 20% of its customers. In courier logistics,
the top 20% are often large e-commerce sellers, pharmaceutical distributors, or automotive spare parts
suppliers. Losing even one such client can reduce annual revenue by 15-25%.

4.1 The 80/20 Rule in Courier Logistics

For a mid-sized courier company handling 50,000 shipments a day, the top 10 clients may contribute 30,000
shipments. The churn of one such client not only impacts top-line but also erodes network density,
increasing per-unit costs for remaining shipments. Therefore, KAM is not just a sales function—it's a profit
protection function.

4.2 The Seven Tactical Practices in Depth

The following practices form the tactical engine of effective KAM. Each is described with actionable steps,
tools, and expected outcomes.



1. Dedicated Management
High-value B2B accounts need a single point of contact. This Account Manager acts as a virtual extension
of the client's logistics department. They coordinate all internal teams—operations, billing, IT—so the
client never deals with multiple touchpoints. Action: Assign a dedicated KAM to each key account with a
max ratio of 1:5 for high-touch clients. Implement a secondary backup KAM to prevent coverage gaps.

2. Advanced Qualification
Not all high-volume shippers are "key." Qualification uses a multi-factor scorecard:
o Revenue Contribution: Last 12 months billing.
o Geographic Fit: Alignment with existing network; multi-modal potential.
o Growth Trajectory: YoY shipment increase > 20%.
© Payment History: DSO (Days Sales Outstanding) < 45 days.

o Strategic Value: Brand association, new sector entry, or anchor client in a region.

A weighted score above 75 qualifies an account as "Key."

3. Simplified Onboarding
The transition from prospect to active client must be frictionless. Pre-prepared onboarding kits include
KYC checklist, IT integration guide (API/Excel upload), standard operating procedures, and a 30-day
hyper-care plan. During hyper-care, the KAM personally monitors every shipment and holds daily
stand-ups with operations. KPI: Onboarding completion within 7 business days.

4. In-Depth Profiling
Move beyond basic contact details. Build a "Client DNA" document covering: logistics pain points (e.g.,
high RTO due to address quality), business seasonality, decision-maker hierarchy, psychographic profile
(Innovation-seeker vs. Risk-averse). This profiling enables personalized solutions. For example, a fashion
e-commerce client needing fast returns management can be offered a dedicated reverse logistics hub.



5. Strategic Communication
Communication is scheduled, structured, and prioritized. Key accounts receive: (a) Weekly SLA
performance emails every Monday, (b) Monthly business review presentations, (c) Real-time alerts for
service disruptions (via WhatsApp/ SMS), (d) Quarterly innovation newsletters highlighting new
pin-codes or tech upgrades. Use a communication calendar to avoid ad-hoc outreach and maintain
consistency.

6. Relationship Temperance
Avoid aggressive upselling. Use Psychographic Analysis: If the client prioritizes Reliability/Risk Aversion,
never pitch an untested new service; instead, present pilot data and guaranteed SLAs. Wait for trigger
events—client expansion to a new city, a competitor's service failure, or budget planning season—to
introduce new solutions. This patience builds long-term credibility.

7. Performance Auditing
Implement a Client Health Score that aggregates:
© On-Time Delivery % (weight 30%)
o COD Remittance TAT (20%)
o Complaints per 1000 shipments (25%)
o Revenue Trend (15%)

o Payment Timeliness (10%)

A score below 80 triggers an immediate intervention plan. Use Bl tools to automate this dashboard and
set alerts. Proactive resolution before the client notices a problem is the ultimate demonstration of value.

Case Example:

A pharmaceutical distributor's health score dropped due to repeated COD delays. The KAM identified that the
bottleneck was cash deposit by associates in rural pin-codes. Solution: Partnered with a local bank for direct
deposit, restoring score and preventing churn.
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4.3 Digital Tools and Scorecards

Modern KAM relies on an integrated tech stack:

Digital Toolkit for Key Account Management

Tool Type Examples Use in KAM

CRM Salesforce, Zoho CRM Track client interactions, pipeline, onboarding status.
Business Intelligence Power B, Tableau Build client health dashboards, revenue trends.
Control Tower LogiNext, FarEye Real-time shipment visibility for proactive alerts.
Communication WhatsApp Business API, Slack Instant alerts, dedicated client channels.

Survey Tools SurveyMonkey, Google Forms Quarterly NPS surveys, feedback collection.

A sample KAM scorecard includes client name, health score, revenue run-rate, number of open issues, and
next review date. This should be reviewed weekly with the sales head to prioritize actions.



Chapter 5: Risk Management - Health, Safety, and
Security

In the logistics sector, safety is a core brand value and a legal imperative. As mandated by LSC/N3054,
Health, Safety, and Security (HSS) measures are not peripheral—they are central to the sales and
management process. A safety failure is a relationship failure. For a Key Consignor Executive, embedding
HSS into client interactions protects both the organization's human capital and its high-value customers.

5.1 HSS as a Core Brand Value

When a key consignor's sensitive shipment (e.g., high-value electronics, confidential documents) is
compromised, or a Courier Associate is injured due to unsafe conditions at a client's site, trust erodes
instantly. The KAM is the first point of contact for the client during such incidents. A prepared, empathetic,
and systematic response can salvage the relationship; a disorganized one accelerates churn.

5.2 Safety Protocols in KAM Practice

The executive must integrate the following measures into every client engagement:

* Consignor Identity Verification: Before onboarding, validate business registration, GSTIN, authorized
signatory list, and pickup address via physical verification or digital KYC. This prevents fraudulent
shipments that could damage network security.

e Sensitive Parcel Security: For high-value or confidential consignments, mandate tamper-evident bags,
GPS-enabled locked boxes, and chain-of-custody documentation at every handover point. Include these
as value-added services in the contract.

¢ Risk Assessment at Client Sites: During the initial visit, assess loading/unloading zones, lighting,
security personnel, and fire safety. Flag hazards (e.g., no dock leveller, stray animals) and collaborate with
the client to mitigate them before operations begin.

* Cash Handling Protocols: For COD accounts, define daily deposit limits, secure transit bags, and
insurance coverage. The KAM must ensure the client understands that associates are not authorized to
carry large amounts of cash beyond threshold.
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5.3 Incident Management and Compliance

Despite best efforts, incidents occur. A structured incident response plan is part of the KAM's toolkit:
1. Immediate Response: Ensure safety of personnel; contain the issue (e.g., secure area, stop further
delivery).
2. Notification: Inform internal HSS team, insurance, and client within 30 minutes.
3. Investigation: Collect evidence, interview witnesses, document root cause.

4. Client Communication: Present findings, corrective actions, and compensation (if applicable) within 48
hours.

5. Preventive Measures: Update risk assessment, train staff, modify SOPs.

Compliance with legal requirements such as Motor Vehicles Act, Carriage by Road Act, and GST e-way bill
rules is non-negotiable. The KAM should ensure that all client contracts include clauses for liability,
insurance, and force majeure, clearly defining responsibilities.

Critical Reminder:

Never compromise on safety to meet a client's delivery deadline. A reputation for endangering staff spreads
quickly and can cause loss of multiple key accounts. Safety is a differentiator in RFPs.

By prioritizing these protocols, the professional protects the organization's most vital long-term assets: its
human capital and its high-value customers.
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HSS Compliance Matrix for KAM

Health, Safety & Security Checklist per Client

Check Item Frequency Responsibility

Client site hazard assessment Annually & after incident KAM + Safety Officer
Associate training on safe handling Quarterly Operations Manager
KYC document verification At onboarding & renewal KAM

Insurance coverage review Half-yearly KAM + Finance

Emergency contact drill Bi-annually All team



Glossary of Key Terms and Contact Information

Key Terms

NSQF National Skills Qualifications Framework — competency-based framework organizing
qualifications by levels of knowledge and skill.

QP (Qualification A comprehensive set of NOS aligned to a specific job role, defining the minimum

Pack) performance criteria.

NOS National Occupational Standards — performance standards describing what individuals
must achieve in the workplace.

Key Consignor A high-value B2B client requiring dedicated management to maximize mutual growth

and long-term retention.

Pareto Principle (80/20 The strategic concept that 80% of outcomes (profit) result from 20% of causes (key
Rule) customers).

Multi-Modal Logistics The integration of different modes of transport (road, rail, air, sea) to optimize the
supply chain.

KAM Key Account Management — systematic approach to managing and growing a firm's
most valuable B2B client relationships.

POD / COD Proof of Delivery / Cash on Delivery — critical data points collected by ground staff
feeding KAM performance analytics.

SLA Service Level Agreement — contractually defined performance metrics (e.g., OTD, RTO%).

Contact Information

Logistics Sector Skill Council (LSC)

Head Office: 4th Floor, C-Block, NSIC-MDBP Building, Okhla Industrial Estate, New Delhi — 110020
Website: www.lsc-india.com

Email: info@Isc-india.com

Phone: 011-41042512
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From ground operations to strategic partnerships — master the complete KAM lifecycle.
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