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	                      Third Party Service Provider Policy
                            Owner/ Department: ZAF – Customer Service



	Overview/
Purpose
	To provide clear guidelines as per SMSA ZAF standards for the subcontracting of third-party subcontractors / service providers. 
Third-party service providers are used as subcontractors to compliment Namlog’s customer service deliveries, where Namlog is not providing services to a specific delivery location or Namlog is not providing a direct service for e.g. airfreight of shipments.  

	Persons Affected
	CSD - Customer Services Department, who are responsible for the management of customer Service Level Agreement (SLA’s). 
Operations Division – Abnormal and Specials Transport Division, who are responsible for the management of third-party subcontractors. 
Insurance – who will need to ensure third-party service provider’s insurance requirements, meets SMSA ZAF requirements.   

	Guideline
	1. The requester for a  third-party service provider should identify the required criteria for selection which must be relevant to the scope of service.
2. More than one third-party service provider has to be evaluated before awarding / concluding the service level agreement.
3. The Divisional Director: Customer Services Department and or the Director Operations, to approve third-party service provider appointments.
4. The following key deliverable service elements must be provided by the third-party, which will form the basis of the SLA.
a) Delivery commitments and operational capability
b) Management of damage and lost shipments
c) Track and trace capability of parcels and vehicles  
d) Customer complaints management 
e) POD and document process flow management 
f) Penalties when failing to meet the standard Service Level Agreements criteria
g) Management reporting requirements (if any) on a weekly, monthly & annual basis
h) Issuing of Personal Protective Clothing to personnel 
5. Should the third-party service provider not meet the standards of the service level agreement then appropriate CAPA action should be taken. 
6. Conducting of ad-hoc audit reviews of third-parties service provider’s actual performance against the signed service level agreement. 
7. A decision will be taken by management to change the third-party, or take corrective action, if the third-party service provider does not meet the required SMSA ZAF standard.
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