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Quality Control Work Instruction
Department/ Owner:  QRM


	Overview
	The aim of quality control is continuous improvement of the organization with regards to customer satisfaction. To conduct inspections using the below listed measurement tools in order to enhance the services provided to customers and find areas of concerns, and report to the departments.
The quality control measurements for International Business Units will be in line with KSA, whose targets will be country-specific. 
The following areas will be covered during the Quality Control checks on monthly basis: 
1. Corporate & Department KPIs 
2. Customer Complaints 
3. Scan Compliance
4. Call Center Measurement (through IVR)
5. SMSA Service Center Measurement (through Mystery Shopping- annually as per plan.
6. Operations Delivery Commitment (through CORE system)
7. Lost Shipments Analysis
8. Customer Satisfaction Survey - annually as per plan. 


	Responsibility
	1. QRM Dept. Quality Auditors will be responsible to: 
· Conduct QC compliance audits of products and processes
· Collecting and producing written documentation to report findings

· Performing trend analysis, and identifying quality improvement opportunities
2. Customer Service Dept. shall be responsible for monitoring the TSF.

	Person Affected
	QRM Director, Quality Auditors, Quality Analyst

	Instructions
	QRM Department will conduct regular and random checking in the targeted department to find the non-compliance areas and report the findings to management to take the corrective actions. CSD will monitor the TSF of the Call Center and report the findings to QRM, who will analyze the report.

An NC will be issued as per the criteria as outlined in corrective and preventive action procedure. 
The Quality Auditor will use the following measurement tools:
1. Corporate & Department KPIs:

 Corporate and department KPIs are monitored on a monthly basis based on the steering wheel/ department KPI dashboard. Any red KPI are issued with an NC, CAPA required with target completion date.
2. Customer Complaints:
Customer complaints are monitored through Customer Service Department. Complaints target are measured. Root cause and CAPA are taken as necessary.

3. Scan Compliance

· Target for scan compliance as follows:
Scan Compliance

TARGET
SMSA Service Center
Operations
Kingdomwide

89%
98%
Riyadh

89%
98%
Jeddah

89%
98%
Dammam

89%
98%
Khamis Mushayt

89%
98%
Tabuk

89%
98%
· All scans will be checked and covered.

· Quality analysis will analyze the results and take appropriate actions.
4. Call Center Measurement:

· CSD Quality Assurance will monitor and conduct random calls checks (live/recorded) in CSD to ensure all call center staff following the process and complying with ISO and SMSA policy.

· CSD will monitor and implement test calls to evaluate performance (ringing time, greeting, product knowledge, call handling time and closure).

· CSD will report all non conformities and observations to head of QRM Dept. including breakdown of audit.

· CSA Measurements Form available on GUIDE (Doc. No. 214)

· Analysis will be carried out by QRM. 
· Desk Ride Target at 85%
5. SMSA Service Center (SSC) Measurement:
· Annual mystery shopping conducted through third party.
· A report/analysis will be provided by the third party. 

· Action points to be created for gaps identified. 
· Target at 89%
6. Operation Delivery Commitment:
The operational system (CORE) will generate a report with regards to all SMSA services:
Service
Target
SFO
80%
SPO
94%
SSD
90%
SFS
95%
Ecom

80%

Int'l inbound

91%

Dest. Failure

91%

SMSA overall target which is a average of all services is at 93%.
7. Lost Shipment Analysis: 

· Target at 1 in 75,000 shipments and divided into regional targets:
Lost Shipment

2022
TARGET

Kingdomwide

1 in 75,000

Central

1 in 45,000
Eastern

1in 85,000
Western

1 in 60,000
Southern

1 in 40,000
Northern

1 in 96,000
· QRM will conduct investigation against the incidents reported for missing shipments. 
· Data of investigations will be collected and analyzed including details of origin, destination, contents, last scan etc.

· A report will be forwarded to the concern department for review.
· NC will be issued as per the criteria as outlined in the corrective and preventive action procedure. 

· A report will be generated for monthly management review meeting. 

8. Customer Satisfaction Survey
Target for Customer Satisfaction Survey is at 96%. 
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