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Process Non-Document Pa

Card payment

@ »

Collect card
payment

Card payment
collected

Shipment ready

- @000y

. Process Non-Document Payment
Authorization: Update Pending

. Edwin Ramos
1 8/8/2020
: 0.00 Per Second

Cost Per Second: $ ,3.5,E-0317

Determine if
shipmentis
credit, cash or
card

Credit payment

@

Accept shipment
from customer

Cash collected
receiptissued

Cash payment

Attach: Work

Instruction for Credit
Card Payment

Shipment not
accepted

Shipment ready
to be
manifested

|:> Shipments

Process forwarded to
shipment station

manifests with
e —

tag number

Collect cash
payment

Cash Manifest
collected by
FIN/delivered
to FIN via OPS

Pickup Cash &
Recap from SSC

Cash banked or
collected by

Complete cash

manifest

Non payment
shipment not
accepted

FIN

Owner: Shaji George
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m Process Inbound HAL Shipments

HAL shipment ; 0 No | Shipments ‘ oM Shipments ‘ oM Customers can * | Proof of
forwarded to Recondile discrepancy Accent received Sort categorized P:’ecelve tand delivery
SsC ccepl h . shipments land over
. (RAL) inbound (HAL) ‘shmmerlts by Notify shipment to
shipments to shipments international / customer customer
——P»  manifest P domestic EEEE—

Shortage/
overage

sla::‘:;iuh Email sent
of shortage/
O
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Reconcile (HAL) Shipments to Manifest

HAL shipment Security check
forwarded to Check if seals passed Reconcile & sign
55C are intact on High value
high value bags manifest
»>
Manifest not Manifest
reconciled - - endorsed
manifest with charge/ supvrof
exceptions discrepancies
dy f
Complete re?d(\/u or R le & sig
regular manifest p P manifest
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. Sort Shipments by International/ Domestic

. Edwin Ramos
1 8/8/2020
: 0.00 Per Second

Sort Shipments by International/ Domestic

International
HAL shipments
sorted

¥

International
HAL shipments

Manifest
endorsed with E
shortages & Sort shipment:
overages by international
- » /domestic

¥

Domestic HAL
shipments

Domestic HAL
shipments
sorted

Authorization: Update Pending

Cost Per Second: $ ,3.5,E-0317
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: Domestic HAL Shipments
. Edwin Ramos

1 8/8/2020

: 0.00 Per Second

New Landing Page - Level 1.1.3.2.4.3.2 Draft Copy

For STS shipments,
compute & advise
consignee fordelivery
charges

Domestic HAL Shipments

Q Shpmt
Forward forwarded to
shipment to Station
Linehaul for
delivery
SSEto call and text
consignee forseven
consecutive business
days
Domestic HAL D Consignee Inform Consignee
shipments responds to consignee to collects the
sorted Send SMS and the text/call collect the shipment LinkTo: Hand
call consignee shipment OverShipment
E— To Customer
Consignee did
not collect his "
shipment Manifest SSC
to OPS
No response Hand-over
until end of shipments to
Day 7 from OPS
consignee Scan DEX 14 Link to:
OPS - UTL
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International HAL shipments @ T
m p Consolidate shpts . ea

under non-revenue
AWB

Shipment for Q Forward to
destroy d Overgoods
Link to: fiand-over to Section Link to:
N Station Linehaul
Shipment . Overgoods
h . Courier
Redirection Process
Procedure
SSE to call & text Refer to Doc. No. 5020
consignee for7 Return Shipments
business days ery Policy
International Consignee Inform Consignee L Q Shpmt for
HAL shipments responds to the consignee to collects the Retum to origin return
sorted Send SMS and text/call collect the shipment LinkTo: Hand Follow RTO Link to
. - 1 N
call consignee shipment i rocess
8! P Over Shipment p RTO Process
To Customer

Exception valid for
additional five (5)
business days

Consignee did
not collect his
shipment

Manifest SSCto OPS

No response Feedback Take action Consignee ask Consignee
until end of Day received from basedon forfuture Perform collects the
7from Apply DEX 14 origin feedback collection exception shipment HLmdk (T:;:

consignee scan received process for an er

Shipmentto

Customer

Email sent and
‘waiting
feedback Link To:

Station UTL
B —— Process
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Origin will perform

additional research for 5
days and send fe edback
to SMSA Service Center

Consignee Consignee Consignee as per ticket closure. SSC Consignee Originwill provide Originwill provide
to add comment scan feedback within 5 feedback within 5
Store shipment in day Store shipment in day Store shipment in day with ticket number. Origin will research

1 rack and update 2 rack and update 3 rack and update and provide feedback days from date of days from date of

system system system within 5 days.

issue of the ticket issue of the ticket

Shipments @ Q Move to Day @ D Move to Day L[ﬂ D Move to Day @ D Ticket sent ‘ l[l] D Move to Day L[I] D Move to Day @ D
categorized 1rack 2rack 3rack Move to Day Srack 6 rack
Send auto- Send auto- Send auto- Send auto- 4rack Send auto- Send auto- Send auto-
Sms/cCall to SMs/cCall to sms/call to sms/call to smMs/call to SMs/Call to SMs/Call to
————————»  Consignee Consignee Consignee Consignee Consignee Consignee Consignee
Shpmt
resolved, can
be collected
by c'nee
Click on the
orange dot to
see delivery
process at SSC
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m Receive Feedback from Origin

Shipment to be handed
over to Line Haul with
manifest and comments

on the system

No _re sponse @
received from
R Forward
shipper & cnee N
for 6days shipment to
unclaimed
. section
Origin
requested for shipment to be handed
dssto.ry asper over to Line Haul with
shipper manifestand comments
on the system
Ticket sent Origin 0 Shipment
Move to day 4 requested to S handed over to
rack Process Origin delivery or Forward to Line Haul
request hold at other station for
SsC delivery/hal
Prepare return air waybill, apply return scan on old air
waybill, write receipt voucher number on new air wayhill,
write old air waybill numberin reference column of new
_ airwaybill. For international shipments return on shipper
account as per feedback from Origin
Origin @ Q
requested to
return as per Process return
shipper to sender
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Hand-over Shipment to Customer

Customer can
retrieve parcel
after

Attach: Work Instruction on Handling
Shipments with Customs Duty
Work Instruction for Cash & Customs Duty

Version: 2

col| Use Waybill number Collection
and description
Customers can Q Shipment LEJ Customer Verif " Verified LE] Proof of
receive Retrieve found Determine if payment _:” Yy customer person Request proof delivery
shipments X duties / received identity against of delivery
shipment from wavybill -
rack payment are signature from
. q required customer ’X
Shipment not Customer Unverified
found . person
Attach: delivery collecting
exception (DEX) scans
Trace logged e
with customer @ i Move @ Verified
N shipment to person
services Initiate trace relevant rack Execute Contact sender
Customer with customer exception orrecpientto
Services services process verify collection

*

Unable to
verify

. Hand-over Shipment to Customer
: Edwin Ramos Authorization: Update Pending
. 8/8/2020

: 0.00 Per Second Cost Per Second: $ ,3.5,E-0317
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: Kuwait - Freight
. Edwin Ramos

1 4/13/2023

: 0.00 Per Second

New Landing Page - Level 1.1.3.3 Draft Copy

Customer
enquiry

—_——p SMSAFreight

Authorization: Update Pending

Kuwait - Freight

+

Process
Customer
Enquiries for

Job files
created

Cargo

Cost Per Second: $ ,3.5,E-0317

; delivered
Process SMSA
———————®
Freight Services X
X
Payment
_ received

Owner: Shaji George
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Receive
customer
enquiry

[

New Landing Page - Level 1.1.3.3.10 Draft Copy

Process Customer Enquiries for SMSA Freight

>

Acknowledge
customer
enquiry

Response time within
1working day either
email or phone call

Enquiry

Request rate
acknowledged

from/ negotiate
with origin/
local offices

Rate received

a

Prepare
quotation

. Process Customer Enquiries for SMSA Freight

. Edwin Ramos
1 9/16/2020
: 0.00 Per Second

Authorization: Update Pending

Cost Per Second: $ ,3.5,E-0317

Quotation must be

prepared within 2
working days upon
enquiry

If customer rejects
quotation, AEto
renegotiate the rates.

Quotation Quotation
forwarded to confirmed by
customer Follow-up with customer

customer

Owner: Shaji George
Diagram Version: Draft Copy
Review Date: None
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Version: 4
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m Process SMSA Freight Services

‘ @ Invoice & docs
Inbound rec'd by
Air/ Sea & Land customer
(FTL) X
DO & shipping
docs fwrdd for
clearance
Jobfiles * LEJ Shipment
created delivered
Customs
Clearance Air/
Sea & Land (FTL) E——— .

‘- I

Payment

Export Air/ Sea received
& Land (FTL)

4’X

Title: Process SMSA Freight Services Owner: Shaji George C Actions O Feedback
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Jobfiles
created Advise shipping
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rate to origin
> office

Send arrival
notification to
customer

Title: Inbound Air Sea & Road

Author: Edwin Ramos
Date: 10/6/2020
Volume: 0.00 Per Second

New Landing Page - Level 1.1.3.3.11.1 Draft Copy

Advise done
through email

D Booking &
F’;e'a'e"_"j‘““ Check &verify
Tom origin pre—alel‘t

received from
origin stations

Obtain
acknowledgement
from customer

Customer
acknowledge
ment received Prepare Cost/
Billing Analysis
Sheet

Authorization: Update Pending

To be checked &
verified within the
same working day.

Any changes required,
inform origin office

& Road

Q Pre-alert

verified

Follow-up through
Track & Trace via
websitesorlocal

airlines/ shipping
lines

Notify customer
& forward pre-
alert

Cost/ Analysis must
be generated for cash
& credit customers
and forward to FIN
dept.

D Invoice rec'd

from FIN dept.

customers within 2
working days

Customer Q
notified Follow-up

shipment arrival
with local/ origin

Shipment
arrived

offices

Collect pymt from

cash customers &

If docs/ invoice are
release documents.

Version: 8

Clearance
Agent collect
Delivery
Order

Q DO & shipping
docs fwrdd for
clearance

Accept Delivery

Qrder(DO)

Sendinvoice to credit

released directly to

Shpmt ready

customer, Regional
Coordinator obtains
POD.

Cost Per Second: $ ,3.5,E-0317

Q Documents/ Q Invoice & docs
invoice rec'd by
Release released Deliver & obtain customer
POD of invoice/
documents
docs
Vendor
Follow-up payment
vendor payment completed
with FIN
X

Owner: Shaji George
Diagram Version: Draft Copy
Review Date: None
F.T.E.: 0.00
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Export Air/ Sea & Land (FTL)

Documents attached to
cargo: Commercial
Invoice, Packing List, Cert
of Origin (COO0),

Provide packaging to
customer if required.
Sea cargo: Release

Provide Check the correctness empty container to authonzatlon. letter
feedback t h Ask Agentto sign POD
eedback to & completeness of customer for loading Send booking details
customer documents collected

to customer via email

Jobfiles Cargo ready Q Cargo picked- Invoice Q Payment
created for pickup up Fwrd cargo/ prepared ready
Collect cargo & . Request
Check ! shpt & orig docs
d . pertinent N payment from
locumentation 1o agent's
_ documents customer
warehouse

Title: Export Air/ Sea & Land (FTL)
Author: Edwin Ramos
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Volume: 0.00 Per Second

Owner: Shaji George
Diagram Version: Draft Copy
Review Date: None
F.T.E.: 0.00

Authorization: Update Pending

Cost Per Second: $ ,3.5,E-0317

Version: 4
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Payment
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Docs submitted

for Customs
Clearance
processing

Job files
created

N

—»

DO & shipping
docs fwrdd for
clearance

. Customs Clearance Air/ Sea/ Road
. Edwin Ramos
10/6/2020

: 0.00 Per Second

Update Job card

Authorization: Update Pending

New Landing Page - Level 1.1.3.3.11.3 Draft Copy

Customs Clearance Air/ Sea / Road

Notify customers
within 1working day
upon submission of
docs to Customs

Customs file must be
prepared upon receipt
of DO

Job card
updated

Payment
received from

Notify customer customer

dest. charges &
follow-up pymt

Customer
notified

Cost Per Second: $ ,3.5,E-0317

Customs
inspection &
clearance
completed
Shipment
Receive cleared frwdd to
shipment STN/ready for
delivery

Owner: Shaji George
Diagram Version: Draft Copy
Review Date: None

F.T.E.: 0.
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Version: 4

Obtain POD
upondelivery

Shipment
delivered

7

>

Deliver
shipment to
hub/ customer
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Call from
customer

|

: Kuwait - Customer Service
. Edwin Ramos

1 4/13/2023

: 0.00 Per Second

New Landing Page - Level 1.1.3.4 Draft Copy

Kuwait - Customer Service

(|

Call answered

Accept call

Authorization: Update Pending

Cost Per Second: $ ,3.5,E-0317

Follow up with
appropriate depts
depending on
nature of issue

Deal with call
Route to operations

Version:

Q Actiontocall

performed

Follow up
Performed

Owner: Shaji George
Diagram Version: Draft Copy
Review Date: None
F.T.E.: 0.00
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. Action the Call

. Edwin Ramos

1 9/11/2020

: 0.00 Per Second

New Landing Page - Level 1.1.3.4.5 Draft Copy

Action the Call
| Pickup
Booking
Request for completed
Booking X
@ M Tracking
completed,
Request for Info provided
Tracking tocustomer
> ¥
) Call Type
Call answered i
Type
-
@ Z Trace Opened,
Customer
Request for notified
Tracing

Example for General

Queries: Rates, Supply
Request, Commitments,
International Paperwork etc

Information
provided to
customer

Owner: Shaji George
Diagram Version: Draft Copy
Review Date: None
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m Perform Customer Follow ups

Request ‘ M Customer

received from updated on

customer Process pickup status
International

- @ ReversePickup 4»(

Request
Cancelled

Title: Perform Customer Follow ups Owner: Shaji George C Actions O Feedback
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m Process International Reverse Pickup

Request
Cancelled
Cancel Request
—X
Customer
rejected the
rates
Request Cash Customer . Customer
N . . Notify customer . .
reoelvted from Determine customer 2:‘::(nz|ikjnl:‘l;?r: lnfurmeg & 10 Visit SMSA notified Cﬂf(\zz‘r:\ggt &
customer agree
customer type customer SSC & complete (AWB, Inv etc)
pymt
R |
Account Active or Ret?eipt
customer Inactive confirmed
Q Account Documents Trace @ Customer
active Request for received Open trace for initiated l:lpdaied on
Check account documents RPI Follow-up on pickup status

status (AWB/Inv etc) trace

Y
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m Kuwait - Sales

Part of the monthly
sales strategy is to
review monthly
strategic management
reviews

Business Z M Targets for M Sales
strategic Q Sales plan ; Sales ; objectives
objectives Compile Sales Implement 5:;::;:2\;:; Sales achieved

Strategy sales plan Operations

Weekly report sent to
Sales Manager
Generate - Proposals
rejected (reasons)

generated
| ;)
"V
Monitor sales el
plan
X
Proposals
rejected
Actual vs plan - Operations
Operational
problems
identified
Management
Review
(see attached
doc)

Title: Kuwait - Sales Owner: Shaji George C Actions O Feedback
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. Sales Operations
. Edwin Ramos
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Targets for
Sales Execs
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-

Sales Operations

$+

Open account

Customer
account active

Authorization: Update Pending

Cost Per Second: $ ,3.5,E-0317
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Version: 2
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Account Opening Process

Targets for
Sales Execs
distributed

e —

. Account Opening Process

. Edwin Ramos

: 5/22/2010

: 0.00 Per Second

Gather
information
from potential
customer

Collect
required
documents
from customer

identified

Documents required:
® Signed proposal
® Application for Credit Account
(ACA)

* Commercial registration

Prospect *

Action the
prospect

New Landing Page - Level 1.1.3.5.10.1 Draft Copy

Proposal
accepted by
prospect

—

Application for credit

Customer education
(Service Guide to be

Client
documentation
complete

Incomplete
documentation

Submit forms
& agreed rates
to Finance

Authorization: Update Pending

Cost Per Second: $ ,3.5,E-0317

Proposal
rejected
Information * Approved
gathered for proposal Submit
proposal Action proposal to
proposal prospect
Forms Copy of form
forwarded to with acct no. Provide
FIN provided customer
Billing account
orientation

Review Date: None

Owner: Shaji George
Diagram Version: Draft Copy
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m Gather Information from Potential Customer

Cold calling - Telephone (Telesales) Business rules for

Face to face (Sales Exec) what is a prospect,
Directory assistance when telesales are
Referral required to transfer to
Terminations of current accounts, field sales (l.e. greater
etc than 100KWD)
Targets for Information @ Q Prospect
Sales Execs gathered identified
distributed Gather Identify
information prospects
|
Title: Gather Information from Potential Customer Owner: Shaji George C Actions O Feedback
Author: Edwin Ramos Authorization: Update Pending Diagram Version: Draft Copy @ Change Log ® Keywords
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. Action the Prospect
. Edwin Ramos

1 5/22/2010

: 0.00 Per Second

New Landing Page - Level 1.1.3.5.10.1.2 Draft Copy

Action the Prospect

call / Visit
(attach checklist)

Prospect ] D Prospects o]
identified Contact the shipping .
profile Determine
prospect to <ervice
determine complete required
R —

Cannot be

satisfied within
standard

operations

g

Initiate special
project

Authorization: Update Pending

Cost Per Second: $ ,3.5,E-0317

Policy for scope of work (Special project or
normal)
Contents of shipments
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delivery process
Delivery commitment time
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Other
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»

Drill down
Attach MDA form

Customized
service

Information
gathered for
proposal
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New Landing Page - Level 1.1.3.5.10.1.3 Draft Copy

Action Proposal

Rate request

Version:

approved
(RFR)
Attach: Guidelines for

proposal pack

Credit check ‘ @ Q Proposal
approved ready for
Complete submission

proposal pack
EE—

Rate request
approved
(MDA)

¥

Complete
proposal pack

Rate request
not approved Rate request
review (RFR)
Attach: Request for
rate form (RFR)
Proposal Att.ach: Management
rejected Discount Approval
(MDA)
Beyond
allowable
New discount dls.ocum
negotiated credit check
with customer approved
a Q Rate request Check rates Allowable
—————® Determine sulbmlttedfby against discount Credit check
rate for 58 esexeclur allowable review
———— P customer approva discounts
Information
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proposal
Discount
approved
(RFR)
Beyond
allowable
discount
Review
required
Rate request Rate request (MDA) Rate ljequest
submitted by review review/
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e _
approved

. Action Proposal
. Edwin Ramos

: 5/22/2010

: 0.00 Per Second
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Diagram Version: Draft Copy
Review Date: None
F.T.E.: 0.00

O Actions O Feedback
@ Change Log ® Keywords
O Change Requests O Read Only



New Landing Page - Level 1.1.3.5.10.1.3.3 Draft Copy Version: 4

m Complete Proposal Pack

Credit check
approved

LE_] Application Proposal placed @ Proposal ready

completed in pack for submission
Complete P Compose P

——————p Application cover letter Compl etle Open
for Credit proposa Customer
) Account t

Rate request

approved (RFR/
ot - [pomn ] | e
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New Landing Page - Level 1.1.3.5.10.1.3.7 Draft Copy

Rate Request Review / Special Project (MIDA)

¥

Request
special
requirements
approval

Version: 5

Special
requirements
approved &
acquired
Revi-ew Check scope Scope of work Check Discounts Rate request
rﬁzﬂu[;:d of work for approved discounts approved Approve & ﬂrzzlﬂ[;xid
operations requested sign (MDA)
(MDA) (MDA)
>
o ]

Scope of work
rejected

Negotiate
scope of work
with customer

Negotiations
fail proposal
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Diagram Version: Draft Copy
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: Edwin Ramos
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New Landing Page - Level 1.1.3.9.1.3 Draft Copy
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Diagram Version: Draft Copy
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. Gateway

: Edwin Ramos
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: 0.00 Per Second
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Finance &
Procurement Mngr
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Date: 9/5/2023 Review Date: None O Change Requests O Read Only
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