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	Brief
	SMSA offers hold at location service at designated Service Center as an added service advantage and to enhance / offer flexi able timing for customer opting self-pick up.

	Purpose
	To define the process Service Center Executive will follow while receiving any HAL shipment from a walk-in customer and or receive any shipment for HAL Delivery from SMSA operation.

	Responsibilities
	Service Center Executive: To process all Cash HAL shipments received as a service request. Receive, process, follow up and ensure delivery of HAL shipment received from Operation and or other stations
Service Center Supervisor:  To ensure the process is followed as per the policy

	Guidelines
	HAL Shipments accepted at Service Center Centers 
· HAL shipment is a normal shipment that customer choose to hold at a Service Center for self-collection by consignee. 
· HAL shipments containing dangerous goods cannot be accepted for Service Center Delivery
· Service Center Executive should ensure the customer has chosen the service, and then define and specify the Service Center on the AWB where the customer wants to hold his shipment.
· Service Center Executive should provide the sender with the destination Service Center information such as: telephone number, location map, and working hours.
· Service Center Executive should paste the HAL label and write the destination Service Center clearly (see the HAL label
· Pickup Scans to be done and shipment to be dispatched to operations for line-haul and connectivity

Shipments received at Service Center Centers for HAL delivery 
· Receive the HAL shipments under manifest (Ops to Service Center Manifest)
· Scan the shipment with Service Center In Scan (RTI)
· HAL shipments placed in secure designated area inside the Service Center.
· Service Center Executive should call the recipient everyday as long as the shipment is not collected or RTS to Operations. 
· Service Center Executive should record the call status with comment scans on SMSA System (CORE) 
· Service Center Executive should advise the recipient of any charges (for example, transportation, duties, etc.) due to release of HAL shipment if applicable.
· Performs HAL (Day) Scans for subsequent day after day 1
· The shipments has to be sorted and shifted each day by the Day racks (Day1 to Day7
· Shipments that arrive the Service Center and not collected in spite of all the daily efforts will stay in the Service Center for 7 working days (excludes weekends and or public holidays) beyond which it will be considered undeliverable shipment. Exceptions apply to customer requesting to hold the shipment in the Service Center for more than 7 days with valid justifications.
 
POD and Recipient’s Signature:
Verify If there are any COD, duty or payment collection bills as per air waybill and or any other notification or documents received from operations or finance. The Service Center executive should collect the payment and provide a receipt to the customer
Service Center Executive should verify recipient’s name and request for any identification document that should be photocopied and attached to the proof of delivery. If the identification does not match further authorization need to be requested from the sender and or need to be authorized by the Service Center supervisor.  
At the time of delivery, Service Center Executive should get the recipient’s signature, Name and Telephone as proof of delivery.
Perform the Proof of Delivery Scan on CORE.

Proof of Delivery Sheets 
POD sheets have to be filed on a daily basis in the POD file.

Change HAL status:
· If the recipient or the sender requests delivery of the HAL shipment instead of hold for pickup, the Service Center Executive will scan DEX 29 (Reroute Requested)
· Prepare and arrange shipment to be handed over to the line-haul courier coming to pick up shipments from Service Center.
· Manifested under Service Center to Ops document countersigned by the line haul courier and the manifest filed at Service Center. 

End of Day or Service Center Executive’s shift:
· Service Center Executive should check the remains HAL shipments and ensure Service Center PMX scans performed by location of shipment. 
· Service Center Executive should apply comment scan after PMX scan before Friday and any public holiday (SSC closed on date DD/MM/YYYY) or (SSC closed from date DD/MM/YYYY to date DD/MM/YYYY).
· Service Center Executive should verify POD information and update the system.

RTS for Undelivered Shipment 
· On a daily basis the Service Center Executive will identify and segregate all shipments that have crossed the 7 days HAL and those shipments that have been identified as undeliverable shipment (Undeliverable Shipment Policy)
· Apply DEX 14 (Return shipment to Station)
· Prepare and arrange shipment to be handed over to the line-haul courier coming to pick up shipments from Service Center.
· Manifested under Service Center to Ops document countersigned by the line haul courier and the manifest filed at Service Center. 
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