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	                            Employee Code of Ethics and Customer Conduct Policy
                                         Owner/ Department: Quality & Risk Management



1. Purpose

This policy outlines the professional and ethical conduct expected from all SMSA employees, particularly when interacting with customers, partners, suppliers, and the general public. It promotes integrity, quality service, legal compliance, and accountability, supporting SMSA’s commitment to best practices under the Integrated Management System (IMS) and aligned with Environmental, Social, and Governance (ESG) and Governance, Risk, and Compliance (GRC) frameworks.

2. Scope

This policy applies to all existing and prospective SMSA employees, contractors, and representatives across all levels and regions.

3. Key Principles

· Promote ethical and honest conduct in all activities.

· Maintain professionalism and courtesy in customer interactions.

· Protect SMSA’s physical and intellectual assets.

· Prevent conflicts of interest and discourage favoritism.

· Ensure compliance with laws, regulations, and company values.

· Refer to the SMSA Ethics– DOC# 2612 for detailed ethical expectations and practical examples.

4. Employee Conduct with Customers

All SMSA employees must:

· Demonstrate professionalism, courtesy, and empathy at all times.

· Listen actively and provide complete and accurate information.

· Treat every customer and shipment as a top priority.

· Follow pickup and delivery standards strictly.

· Avoid arguments; resolve concerns constructively.

· Support teamwork and leadership initiatives.

· Secure company property and report hazards or incidents immediately.

· Maintain integrity in documentation and communications.

5. Honesty, Ethics, and Legal Compliance

Employees shall:

· Uphold SMSA’s zero-tolerance approach to fraud, bribery, or unethical acts.

· Refrain from soliciting or accepting gifts or favors in exchange for influence.

· Never misuse or share confidential SMSA data. (Confidentiality Policy, GUIDE Doc.No.2601)

· Avoid business dealings that present conflicts of interest.

· Report any observed misconduct, unethical behavior, or violations of this policy.

Prohibited Conduct Includes:
· Theft, forgery, and misappropriation of SMSA or employee assets.

· Bribery, favoritism, or unreported conflicts of interest.

· Discrimination or harassment in any form.

· Entering agreements that compete with SMSA without disclosure.

6. Customer Ethics and Refusal of Service

SMSA reserves the right to refuse business with individuals or entities who:

· Use SMSA services for illegal, deceptive, or unethical activities.

· Repeatedly file false claims or mis declare shipment contents.

· Attempt to misuse SMSA’s name, brand, or services fraudulently.

· Are under criminal investigation or subject to formal complaints.

Reporting Process:
· Suspected unethical customers must be reported by couriers, sales executives, or service center staff to their direct manager, who shall escalate the matter to the Quality and Risk Management (QRM) Department.

· QRM will investigate and submit findings to top management for a final decision.

· Final decisions will be documented and shared with all impacted departments.

Employees must reference the SMSA Ethics Handbook – DOC# 2612 for procedures on reporting, ethical red flags, and acceptable behavior.

7. Responsibilities

	Role
	Responsibility

	All Employees
	Comply with this policy and report violations.

	Couriers, Sales, Service Teams
	Identify and report unethical behavior in customer interactions.

	Direct Managers
	Receive and escalate reports of customer misconduct.

	Quality and Risk Management (QRM)
	Investigate ethical violations and provide findings to top management.

	Top Management
	Approve and enforce decisions regarding service refusal and ethics enforcement.


8. Disciplinary Action

Violations of this policy may result in the following actions based on severity:

· Verbal or written warning

· Suspension

· Termination of employment

· Legal or criminal proceedings

Retaliation Protection

Employees reporting misconduct in good faith are protected from any form of retaliation. SMSA upholds a culture of transparency and accountability. SMSA provides additional channels for submitting issues confidentially and without fear of discrimination or adverse action.

9. Awareness and Training

All SMSA employees shall receive training on this policy during employee orientation programs and through annual awareness sessions conducted by the Quality and Risk Management Department. Training is mandatory and recorded to ensure continual improvement.

10. Annual Policy Review

This policy shall be reviewed annually by the Quality and Risk Management Department to ensure relevance, alignment with legal and regulatory requirements, and incorporation of global best practices.

11. Recordkeeping

All reports, investigations, and decisions related to this policy shall be documented and securely maintained in accordance with SMSA’s Document Control Procedure and applicable legal retention requirements.

12. Related Documents

	Document Title
	Reference Number

	SMSA Ethics 
	DOC# 2612

	
	

	SMSA Confidentiality Policy 
	DOC# 2601
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