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	Title of Policy
Owner/ Department: ___________




	SOP Brief
	SMSA Express Transportation requires that all Special Delivery Service shipments are handled properly as per the Department Standard Operating Procedures (SOP). 
This is a general SOP prepared for the employees understanding of daily activities.

	Purpose
	To provide SMSA employees an understanding on the Special Delivery policies, Special Delivery Manager (SDM) system and special shipments handling procedures. 

	General
	SDC Projects have different SOP to be followed. SDC Staff shall ensure complying with all service levels agreed with SMSA SDC Clients.

	Responsibilities
	This SOP applies to all staff involved from Special Delivery Operations, Customer Service and other departments.

	Projects Types
	Whether the Know your Customer (KYC) verification is requested by SMSA SDC Client or not, below criteria shall be discussed with them before project testing, IT integration & etc.;
· KYC Verification Features: Signature, fingerprint, Emirates ID & OTP.
· Address Validated Projects: Shipments will be received with clear validated addresses and shall be delivered to the consignees based on their availability & successful KYC verification. 
· Address Non-Validated Projects: Shipments will be received from SMSA SDC clients with/ without clear addresses and the respective SDC Customer Service staff shall get in touch with the consignees over phone to confirm and get their exact address for delivery & successful KYC verification. SMSA also offers address validation options through Smart Communication (SMS or WhatsApp) if requested. 

	Customer Service
Guidelines
	Validation Process: 
· SMSA CS Executive shall contact the consignee for Address validation.
· If a consignee responded on the first call attempt, the courier shall proceed for last mile delivery. If failed to reach the consignee or if they rejected to validate the address, further actions shall be advised as per agreement with the client.  
· Standard SMSA validation attempts are three validation attempts through different communications sources offered to the client (Call, WhatsApp, SMS).

	
Ticket Creation & Resolution: 
· If there is a complaint, inquiry or an escalation from the client or consignee, the ticket will be created by CS. staff in the CORE system and will be assigned to the operations department for resolution.
· SDC operations agents shall resolve the ticket as soon as possible by taking the right action to avoid it being escalated.  

	Operations 
Guidelines










	Shipments Receiving & Dispatch: 
· Courier will pick up the shipments from the respective client location. No scan shall be applied at client location. But the courier shall count the shipments to tally it with the handover manifest printed by the client from the SDC portal provided to them.
· Upon receiving the shipments in the station, SDC operations agents shall apply (Dispatch to OPS) scan on each of them then generate the Dispatch Out Manifest with a unique manifest number. This manifest shall be shared to the client to confirm the shipment count received from them by SMSA physically. 

Shipments Sortation (Emirates Wise): 
· Shipments shall be sorted Emirate wise. Dubai Shipments shall be kept separately from other shipments. 
· SDC operations agent shall apply Operations In scan on all Dubai delivery shipments.

Shipment Outbound:
· Non-Revenue AWBs shall be generated in the SMSA Automation Management portal to send the other Emirates shipments to UAE stations.
· Once the Non-Revenue AWB is generated, Outbound Scan shall be applied on all shipments for other Emirates. 
· An Outbound manifest will be generated by the SDM after outbound scan.
· All shipments along with the Outbound manifest shall be packed in SMSA High Value pack to be sent to UAE stations via linehaul. 
· Email Pre-alerts shall be sent from Dubai SDC agent to all UAE stations agents mentioning the details of the NRV AWBs, shipments count, outbound manifest number, & etc.

Shipment Delivery Process (Dubai):
· Out for delivery (OFD) scan shall be applied by couriers then proceed for delivery.

· Shipment delivery process shall be implemented as per agreed service levels with the client. It may vary as per their requirements.
· Standard delivery attempts SMSA courier shall perform are three attempts on three consecutive days.
· Performance reports showing the details of the delivery attempts may be shared to the client by SDC CS staff if required. These reports shall provide clarity on how many shipments were delivered & undelivered due to various delivery exceptions.
Shipments Receiving (Other UAE Stations): 
· Other UAE stations agents shall respond to the email pre-alert sent by Dubai SDC agent and confirm the shipments details mentioned in the Outbound manifest.
· The operations agents shall apply Inbound scan on all shipments.
· Out for delivery (OFD) scan shall be applied by couriers then proceed for delivery.

Shipments Return to Station:
· All undelivered shipments returned to SDC station at the end of the day shall have a Cage In scan applied on them by the station's agents. 
· Undelivered shipments shall be kept in the stations as per agreement with the client. 
· Future delivery requests by consignees shall be accepted up to a maximum of one week as per SMSA standards.
· UAE stations agents shall send all undelivered shipments to Dubai SDC Station for the return to client process.
· Return to origin scan shall be applied on undelivered shipments by UAE stations agents prior to returning them to Dubai SDC station.
· Email pre-alerts, NRV AWBs, Outbound manifests and high value packs shall be used to return back all undelivered shipments to Dubai SDC station.

Shipments Return to Client:
· Upon completing a seven-days cycle, considering day one is the pickup day, Return to client scan will be applied on all undelivered shipments on day eight and it will be returned to the client. 
· Return Manifest will be generated through SDM providing the shipments details & reasons for return and it will be shared to the client in email.
· Return Manifest shall be signed and/or stamped by the client when the courier returns the shipments. 
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