[image: official smsa logo en.png]		Damage Package - Work Instructions
		Owner/ Department:  IBU – UAE Operations
	Overview
	All damage shipments need to be handled in a very careful and appropriate manner. 
Note: All persons involved in handling shipments should pay utmost attention while moving shipments and try to avoid miss-handling and damages. 

	Person Affected
	Employee at every location in UAE is involved with handling damaged packages.
Handlers/Sorters: To report any package observed with any kind of damage to duty agent/specialist or the supervisor. 
Agents/Specialists/Supervisor: Responsible to inspect the Damage observed package and handle and follow as per instructions.  
Couriers: Responsible for sorting and delivery of damaged packages as per instruction given.  
Operations Manager: checking of damaged shipments and reporting any suspicious circumstances related to damaged packages to QRM.
QRM: investigating unethical behavior by customers or suspicious shipments

	Instruction
	Damage Package Handling instructions:
· Apply STAT 37 (OBSERVED PACKAGE DAMAGE) scan to report status on the waybill of damaged package. 
· Inspect the package thoroughly and identify the nature of the damage and fill the Damage Inspection Report(Guide Doc#5112)
· Sort the package and place for delivery.  
· Courier attempt for delivery and apply Proof of Delivery(POD)
· If the shipment rejected by recipient, Courier apply DEX 07 SHIPMENT REFUSED BY RECIPIENT scan and mention the reason in Scan Comment. 
· Any shipment that is badly or completely damage should not be released for delivery.
Note: Any item damaged from shipment should not be released for delivery. It should be duly mentioned in the DIR under Other details: ……………………
All information should be completed in the Damage Inspection Report(DIR):
I. Shipment information 
II. Type& Condition of Outer Packing
III. Details of Inner Packing 
IV. Condition of Contents 
V. Nature of Damage
VI. Disposition of package – To be filled as advised by Customer Service in ticket 
VII. Report ( Completed by and Noted by) 

Action before Delivery: 
Operations should initiate CORE ticket to Customer Service and upload the DIR and the Photographs taken.  

Action after Delivery: 
Upon receiving of any customer complaint of receiving Damage shipment, Customer service agent should check and initiate/assign the ticket to the concerning station to arrange the DIR.  
The package must be returned to comply with information relevant to the DIR.  
The Operation agent or Supervisor at the station will assign a courier to retrieve the shipment from the recipient to complete the DIR and submit. 

Customer Service Dept. will contact and inform the shipper & receiver about the status/condition of the damaged shipment.

Storage of damaged packages:
Damaged packages must be kept in a secure area with controlled access; the contents accounted for and managed until instructions for return, delivery or disposal have been received as per the ticket.


	General
	Ensure accurate, complete and timely submission of Pilferage/Damage Inspection Report. Noncompliance to this will be subject to disciplinary action.
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