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	Brief
	SMSA Express Services Center, Customer Service and Operations use an online and/or soft copy of the Service Reference Guide (SRG) provided by SMSA at the time of package acceptance or customers’ query.

	Purpose
	To avoid service failures, customer dissatisfaction and meet  packaging guidelines; SMSA Receiving Dispatching  Executive, SMSA Courier and SMSA Customer Service Agent  are using  SRG to identify: area served, the commodity restrictions, ZIP codes, available services, etc. of specific countries.

	Responsibilities
	RD  Executive, Couriers, and Customer Service Agent:
1. Use the SRG to avoid mistakes.
2. Refer to the online SRG in the SMSA world Home Site.
3. Treat the SRG as a highly confidential publication.
(DO NOT DISCLOSE THE SRG CONTENTS).
(DO NOT REPRODUCE THE SRG).
 
SSC, Operations and Customer Service Supervisors:
1. Ensure soft copy SRGs are up-to-date and available for access anytime.
2. Make sure all staff is using the SRG properly.
3. Ensure old SRGs are erased from the system.
4. Inform you direct manager in case of SRG reproduction or information’s disclosure.
 
Regional Manager - SC:
1. Ensure all the staff, in his region, knows how to use the SRG, and they are fully aware of this policy.
2. Coordinate with Training Section in HR department to conduct SRG usage training if needed.
3. Ensure all old publications of SRGs are destroyed by the Supervisors.
4. Refer any suspected case of SRG information disclosure to the Quality and Risk Department in coordination with the Department Head.
 
Department National Administrator:
1. Provide user access to frontline staffs and removal of access for inactive staffs.
 


Director and/or National Manager:
1. Ensure this policy and procedures are applied.
2. Follow-up the disclosure case with the Quality and Risk Department.
 
Quality & Risk Management Department:
1. Keep copies of all versions of SRGs for SMSA reference.
2. Investigate SRG discourse cases in coordination with the concern department head.

	Guidelines
	The SRG is a monthly online publication created internally by SMSA.
 
Use of SRG before or after the indicated dates may result shipment(s) misrouting.
 
Old publications of SRG should be destroyed. Only the Quality & Risk Management Department has the right to keep old publications of SRGs for SMSA reference.
 
The SRG is a confidential property. The SRG contents may only be disclosed to authorize SMSA employees in Jordan, for the purpose of performing their job responsibilities.
 
Any kind of reproduction of SRG is prohibited and falls into the Confidentiality and Non-Disclosure Agreement..  
 
The decision to accept a shipment is based on the following criteria:
· Packaging
· Contents
· Shipping Documentation
· Size
· Weight
SRG help in determining the above points for easy acceptance decision.
Please note: specific criteria may vary based on features of different services.
 
Procedure
 
RD Executive, Couriers, and Customer Service Agent:
1. At the time of shipment acceptance or customer query, use the online SRG to provide the right information.
2. SRG Usage:
1. Refer to the SRG icon from the SMSA World home page.
2. Go to country tab index.
3. Check countries served and countries not served.
4. If the country is not served inform the customer and do not accept the shipment.
5. Check of the following based on the shipment’s contents and if requested:
i. Country code.
ii. City code.
iii. Zip codes/Postal code.
iv. Service availability.
v. Prohibited items.
vi. Required documentation.
vii. Items of extra ordinary.
viii. Dangerous good/Dry ice.
ix. Gift shipments customs.
x. Hold-At-Location availability
xi. Holiday’s delivery.
xii. Maximum declared value.
xiii. Maximum dimension.
xiv. Maximum weight limit.
xv. Standard transit time.
xvi. Commodity restrictions.
xvii. Commercial invoice.
xviii. Any other commercial documentation. 
3. SRG versions: refer to responsibilities.
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