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	Brief
	Cash on delivery (COD) is a type of transaction in which the recipient of shipment makes payment for the good at the time of delivery. Cash on delivery can also be referred to as collect on delivery since amount can be collected through credit card as well.

	Purpose
	To streamline the COD collection reconciliation and reporting process. To safeguard SMSA Express interest with regards to cash losses.

	Responsible Parties
	Couriers, Station Agents, Cashiers, AR Support Executives, Accountants, Operations Supervisors and Operations Manager and Finance Manager.

	COD Process - Internal
	· Collection to be done by Couriers on delivery of COD shipments and to deposit collected COD amount to cashier (at available locations)/ to respective Ops station agent (for non-cashier location), who will then combine the cash along with the manifest attached and dispatch to the designated cashier for the location.

	 
	· The cashier will verify/ count the cash received and reconcile the same with manifest. Then the cashier will clear/ reconcile the COD collected against each AWB in SPANEL. Any discrepancy (both short fall and excess) in COD reconciliation shall be raised to Ops Supervisor within same business day via email (Annexure 1-Doc#5085). The email shall have clear information regarding the differential amounts, AWB numbers, courier IDs and POD date.

	 
	· Ops Supervisor shall investigate the discrepancy and revert with resolution to the Cashier within 24 hours. If investigation is going to take time, Ops Supervisor shall communicate the same to Cashier about timeline for resolution within 24 hours from the time query raised by cashier. In all the cases, timeline to close the investigation shall not exceed 4 business days.

	 
	· If the Ops Supervisor fails resolve the discrepancy/ communicate timeline within 24 hours, the cashier shall then escalate the issue to the Ops Manager within next business day. In case the issue is still unresolved by Ops Supervisor after 4 business days, Ops manager shall be intimated to intervene in matter immediately.

	 
	· In case the Ops Manager fails to get the issue resolved within 7 business days, the cashier shall raise this to Accountants/ Finance Manager for further action.

	 
	· Any pending COD amount from the courier based on above mentioned timeline will be recovered from the courier as per the conclusion of the investigation and further action will be taken as per SMSA HR Policy. In case of any unresolved incident, Finance shall inform the HR to take necessary action to protect SMSA Express interest.


	COD Process – External (third Parties)
	· Collection to be done by the Outsourced Couriers on delivery of COD Shipments and to deposit the collected amount to the cashier (at available locations) along with the manifest of the AWBs delivered.

	 
	· The cashier will verify/ count the cash received and reconcile the same with manifest. Then the cashier will clear/ reconcile the COD collected against each AWB in SPANEL. Any discrepancy in COD reconciliation shall be raised to outsourced vendor within same business day via email. The email shall have clear information regarding the differential amounts, AWB numbers, Outsourced resource name and POD date.

	 
	· In case of damaged, torn or counterfeit currency notes, the cashier shall immediately inform the SMSA point of contact on vendor side with the details of the denomination via email copying the GL accountants and AR Support Executive. Also, cashier shall inform vendor to remit the discrepancy amount along with the subsequent day COD deposit.

	 
	· In case of outsourced courier has not reported to the work and has pending COD to be settled, the cashier shall query the issue on same business day to SMSA point of contact at vendor end, GL Accountant, AR Support Executive and Ops Supervisor. The outsourced vendor shall resolve the issue within 24 hours with their resource provided to SMSA.

	 
	· The AR Support Executive shall liaise immediately with the outsourced vendor/ third parties for any COD discrepancy either raised by cashier or detected while reconciling the receipt against POD shipments and resolve the issue with them within 3 business days. If issue remain unresolved after 3 business days, he should inform GL Accountant and Finance Manager with reason/ justification to unresolved COD issue against each AWBs. Based on the information received, GL Accountant shall take appropriate action to safeguard SMSA Express interest.



	COD Reporting
	· Cashier shall report every day discrepancies in COD to the Ops Supervisor via email.

	 
	· Cashier shall provide an excel report of all the COD cash cleared/ reconciled from SPANEL to the AR Support Executive on a daily basis (Annexure 2-Doc#5086). AR Support Executive will then have to compare the daily cash deposits against the POD report in SPANEL to identify any uncollected pending COD amount against delivered shipments. AR Support Executive shall perform this recon on daily basis and raise the discrepancies to cashier before close of next business day. Cashier shall revert on discrepancy raised by AR Support Executive within 24 hours from the time query is raised.

	 
	· Based on the daily deposit report, GL accountant shall confirm the credit in SMSA designated bank account by 12 noon of next business day. In case of any differences, GL Accountant shall communicate AR Support Executive/ Cashier to identify the reason for discrepancy. If the issue is from the Bank side, GL accountant will query the same with Bank and get the same issue resolved. Maximum timeline for such issue to be resolved is 4 business days.

	 
	· The AR Support Executive shall reconcile the SPANEL POD report with the Daily Deposit Report on a daily basis and inform to GL Accountant on the discrepancy relating pending COD amount against delivered shipments. It is the responsibility of the AR Support Executive to run the COD Invoice report in Accounting system and exclude the AWBs with discrepancies and provide a confirmation to GL Accountant to run the COD payment cycle to process the customer COD payments.

	 
	· Cashier shall take a print out of all the pending uncollected COD amount (Annexure 3-Doc#5087) on a weekly basis (every Saturdays) and stick the report above exchange window of cashier room. This is to ensure that couriers have visibility on pending COD against their ID. Also, cashier shall send the same report via email to Ops Supervisors, Ops Manager, AR Support Executive, GL accountant and Finance Manager.





















ANNEXURE 1

Daily COD Discrepancy Report
	S/N
	Employee Name
	Emp ID
	Airwaybill Number
	R.V. No.
	Amount as per AWB (AED)
	Amount collected from Courier
	Difference
	Remarks

	1
	Courier Name
	Courier ID
	AWB No.
	Receipt Voucher No.
	-
	-
	-
	Remarks stating excess or less recd

	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	

	Net Total
	
	
	
	
	-
	-
	-
	




ANNEXURE 2

Daily COD deposit Report
	S/N
	Employee Name
	Emp ID
	R.V. No.
	Airwaybill Number
	Type
	Service
	Amount (AED)
	Payment Recd
	POD Date
	Machine Deposit Date

	1
	Courier Name
	Courier ID
	Receipt Voucher No.
	AWB No.
	COD
	Intl / Dom
	COD Amount
	COD Amount
	Shipment Delivered Date
	When the COD was deposited into the machine

	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	

	Net Total
	-
	-
	
	




ANNEXURE 3

Weekly unreconciled COD Report
	S/N
	Employee Name
	Emp ID
	Airwaybill Number
	Type
	Service
	Amount (AED)
	POD Date
	First Issue Raised Date
	Last Status Update on the Issue Raised

	1
	Courier Name
	Courier ID
	AWB No.
	COD
	Intl / Dom
	COD Amount
	Shipment Delivered Date
	Date when the issue for first raised
	Remarks on the last status update recd from person responsible

	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	

	Net Total
	
	
	
	
	
	-
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