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	                            Third Party Service Provider Policy
                                         Owner/ Department: Quality & Risk Management



1. Purpose

This policy provides a structured approach to managing third party operational service providers to ensure their services meet the required quality, safety, legal, and operational standards established by SMSA. It supports risk-based decision-making and promotes accountability, service continuity, and compliance with applicable international standards.

2. Scope

This policy applies to all departments that engage third party service providers involved in operational activities, particularly those that impact SMSA’s customer experience, asset utilization, legal compliance, or service performance.

3. Responsibilities

· Quality and Risk Management (QRM):
Ensure risk assessment, compliance evaluation, and performance audits are implemented.

· Operations Team:
Ensure service execution aligns with operational requirements and service levels.

· Legal and Finance Teams:
Ensure contracts, insurance, penalties, and payment terms are legally compliant and financially controlled.

4. Guidelines for Engaging Third Party Providers

1. Supplier Selection Criteria:
The requesting department must establish clear and objective criteria for selecting service providers. These criteria should align with the nature and scope of the required service and may include factors such as relevant experience, past performance, operational capacity, security clearance, and compliance with applicable regulations. The Supplier/Vendor Pre-qualification Questionnaire must be used in accordance with the Vendor Selection and Evaluation Policy.

2. Supplier Evaluation:
At least two qualified suppliers must be evaluated and compared using the predefined criteria to ensure fairness, competitiveness, and transparency—where applicable and when all suppliers meet the required qualifications.

3. Approval Process:
Prior to final selection, the requester must obtain formal approval from the designated approvers, including representatives from Legal, Finance, Operations, and Security functions, as applicable.

4. Interested Parties and Risk Assessment:
The list of approved vendors is maintained by purchasing. Before finalizing any agreement, ensure the selected service provider is included in the Interested Parties Register. A documented assessment of risks and opportunities must be completed in accordance with GUIDE#2604 – Control of Records and Documents.

Service Level Agreement (SLA) Monitoring:
The service provider must comply with the agreed-upon service level indicators, which include, but are not limited to:

· Timely and accurate delivery performance

· Incident rates (e.g., damaged or lost shipments)

· Tracing and tracking capability

· Customer complaint rate

· Appropriate use of SMSA property, equipment, and branding

· Protection of client property and confidential information

· Staff list with designated backups

· Compliance with personal protective equipment and uniform standards

· Cleanliness and suitability of service vehicles

· Communication protocols including pre-alert notifications

· Penalty enforcement for breaches of SLA

5. Reporting Obligations:
All required performance, compliance, and exception reports must be submitted to SMSA as per the agreement.

6. Corrective and Preventive Actions (CAPA):
In cases of service failure, the supplier must implement corrective and preventive actions in line with GUIDE #2606 – Corrective and Preventive Action Procedure. Persistent or high-risk non-conformance shall trigger escalation.

7. Annual Performance Audit:
An annual on-site review must be conducted using the Third-Party Annual Review Checklist (GUIDE#2837) and the Vendor Evaluation Form (GUIDE#2844). The evaluation shall cover key performance criteria, including but not limited to: timeliness of deliveries, product quality, competitiveness of price, service quality, compliance with terms and conditions, communication capability, reliability, flexibility, reputation, and ISO certification. Each criterion must be rated on a 1–5 satisfaction scale with supporting comments. The overall assessment must determine whether to continue, improve, monitor, or discontinue the vendor relationship, based on total points achieved. Stakeholder feedback must also be documented during this process.

8. Termination or Replacement:
If the service provider fails to meet performance or compliance expectations after corrective actions have been given reasonable time to take effect, SMSA management may decide to terminate or replace the provider.

5. Related Documents

	Document Title
	GUIDE No.

	Control of Records and Documents
	GUIDE#2604

	Corrective and Preventive Action Procedure
	GUIDE#2606

	Third Party Annual Review Checklist
	GUIDE#2837

	Vendor Evaluation Form
	GUIDE#2844
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