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	Work Instructions for 

Outsourced Handlers
Owner/ Department: IBU – UAE Operations



	Purpose
	The purpose of this document is to define the operating plan for outsourced vendors who provide Handler, where SMSA utilizes such services in their daily operations (pick up, delivery or transfer service) within UAE. 

	Scope & Limitations
	I. Scope of the Third Party Handler
a. The TP vendor will provide Handlers to SMSA as per requirement
b. The TP vendor must provide the complete documentation (copy of Passport, Visa page, copy of Emirates ID) of the assigned Handlers and the additional replacement Handlers to SMSA HR for validation and registration.
c. In case of absence or leave of the assigned TP Handler, TP vendor must provide a substitute Handler as replacement, who has been registered with SMSA HR in (b) above.
d. The TP Handler will only perform SMSA-related tasks under the guidance of SMSA Operations Agent , Dispatcher, Supervisor and/ or Manager
e. The Handler will perform handling of SMSA shipments at SMSA Warehouse, SMSA Service Center (SSC) Centre, Hubs, Gateways and/ or customer site. 
f. The Handler will assist SMSA staff and/or TP Outsourced Drivers for any pick up and or deliveries as instructed by SMSA Supervisor or Manager
g. Dedicated SMSA TP Handler on-duty, must handle only shipments or materials of SMSA and its customers.
h. The TP Handler must wear SMSA uniform and ID Cards at all times while on SMSA duty
i. The TP Handler must follow all the standard processes, procedures  for pick up, delivery, scanning, Health & Safety, and Security  as described in this document 
j. The TP Handler must report any incident occurring during work hours to the SMSA Dispatcher, Supervisor or Manager on Duty
II. Scope of SMSA 

a. SMSA will provide Uniforms , Shoes and ID for each Handler

b. SMSA will provide necessary training for the Handlers to do their job as per SMSA standards

c. SMSA will monitor and review their monthly performance based on stats and analysis from CORE Reports, which will be forwarded to QRM.


	Guidelines

	I. Pick up of Shipments 
a. TP Hander must inspect shipments for any restricted or prohibited commodities, including but not limited to dangerous goods prior to acceptance. Service Reference Guide (SRG) must be checked appropriately as required.

b. TP Handler must ensure that Air waybills are properly completed and required documentations are checked during pickup.
c. TP Handler must check shipments for proper packaging and sticker-labels are used as appropriate (Heavy Weight, Fragile, Multi-piece etc)
d. TP Handler must take the actual and volumetric weights as applicable and indicate chargeable weight on the Air waybill. 

e. TP Handler must fill-up the Pickup Manifest as required.

f. TP Handler must apply appropriate scan using the CORE tracker
g. TP Handler must ensure safe handling of shipments at all times.  
h. TP Handler must surrender all shipments picked-up (with complete documentation), completed Pickup Manifests, and CORE trackers to the Operations Supervisor by the end of his work hours.
II. Delivery of Shipments

a. TP Handler must apply appropriate scan using the CORE tracker on all shipments for delivery to SMSA customers (i.e. VAN, DEL, DEX scans as appropriate)
b. During delivery, TP Handler must politely request the consignee for identification card to establish his/her identity.

c. TP Handler must accomplish/ complete the Proof-of-Delivery (POD) with the following information:
i. Air waybill Number

ii. Recipient’s printed name

iii. Recipient’s contact number

iv. Recipient’s ID number

v. Recipient’s signature

vi. Actual Time of Delivery
d. TP Handler must ensure safe handling of shipments at all times.  
e. TP Handler must surrender all completed Proof of Delivery (POD), undelivered shipments (with appropriate DEX scans), and CORE trackers to the Operations Supervisor by the end of his work hours. 
III. Transfer of shipment between SMSA Facilities and/or Courier-on-Road

a. TP Handler must facilitate transfer of shipments between SMSA locations (Hub, Gateway, Stations, & SMSA Service Center (SSC) Centers) and Courier-on-road as per requirements of the business.
b. TP Handler must ensure safe handling of shipments at all times. 
c. TP Handler must apply appropriate CORE scans on all shipments for transfer between SMSA facilities and/or Courier-on-road
d. TP Handler to fill-up the Shipment Transfer Manifest as required

e. TP Handler must surrender all completed Transfer Manifest and CORE trackers to the Operations Supervisor by the end of his work hours.
IV. Lost or Damaged Shipment 

a. TP Handler must check shipments for damages on the packaging and/or its contents. Damaged shipments must be immediately reported to the Operations Supervisor and/or Manager upon detection, and Damage Report must be submitted accordingly.

b. TP Handler must report any lost shipment to the Supervisor or Dispatcher immediately upon detection, and Lost Shipment Form must be accomplished and submitted accordingly. 
V. Environment, Health & Safety 

a. TP Handler must adhere with the company’s environment, health and safety policy 
b. TP Handler must comply with the company’s fire safety regulations 
c. Smoking is allowed in designated areas only. Smoking in a non designated area including SMSA vehicles is strictly prohibited.
d. TP Handler should not work under the influence of alcohol, drugs or prescription medicine that has hazardous side effects.

e. TP Handler representing SMSA at any customer premises must comply and observe the applicable Health & Safety, and Smoking policies of the said location.
VI. Security & Confidentiality 

a. TP Handlers are required to wear the SMSA identification badge conspicuously at all times during work hours and /or while inside the company premises. If lost, he must inform station supervisor immediately. 

b. TP Handlers are not allowed to handle any cash or cash-related transactions. If required, he must immediately inform the Station Supervisor/ Dispatcher to arrange alternatives. 

c. TP Handlers are not allowed to keep any shipment in driver’s cabin under any circumstance and all shipment must be kept secured and locked at the back of the vehicle.
d. TP Handler must not disclose company-related information, including but not limited to processes, documents, and client details, to any third party individual or group without the expressed authorization of SMSA during and after his work assignment for the same.
e. TP Handlers are allowed to stay inside designated SMSA premises during scheduled work hours only and a maximum of 15 minutes before and after work hours. TP Handlers who are off-duty and on vacation status are not allowed to enter and stay inside SMSA premises without the authorization of the Operations Manager.
VII. Uniform and Appearance 
a. TP Handler will be issued with the official uniforms (shirt and trousers), but will remain the property of SMSA. 

b. TP Handler must wear the uniform neatly and appropriately at all times, during actual working hours of each working day including weekends. 

c. SMSA Uniform must be worn only when TP handler is on duty or while officially representing the SMSA in business-related activities.
d. TP Handler is fully responsible for the care and maintenance of the uniforms issued to him. Hemming to appropriate length is the only change allowed on the uniforms issued to him; no other alterations or adjustments are allowed. Washing and care instructions must be followed to ensure that the garments maintain its form and appearance.
e. Uniform must be worn in full and not to be matched with any unofficial or unauthorized garment.
f. TP Handlers assigned to SMSA must return all the issued uniforms to SMSA HR prior to his resignation, termination, transfer to another company, or end of contract. 
g. SMSA will provide safety shoes to TP Handler and must be worn with fresh pair of socks during working hours. Maintenance and repair of shoes is TP Handler’s responsibility. 

h. Hair Style - TP Handler must have a short and textured haircut that will look both professional and less potentially distracting to others. Discreet hair styling must be observed. Mohawk, spiked, dreadlock, braided, pony tails and man buns are not allowed. Use of colored hair dye is prohibited (other than the natural hair colors i.e. black or dark brown).
i. Facial Hair - TP Handler must keep the facial hair neatly trimmed and clean.

j. Jewellery - TP Handler must keep jewellery to minimum, it must be limited to a ring and wristwatch. 
k. Piercing & Tattoos - If any tattoos, TP Handler must keep it concealed under the clothes. Use of any form of body piercing jewellery is prohibited. 
VIII. Work Hours, Holidays & Overtime

a. TP Handlers are required to report for work 9 hours including 1 hour lunch break per day; 48 hours a week as per local labor law.
b. The TP Handler must follow operations work roster as decided by the SMSA Operations Supervisor or Manager
c. In case TP Hander will not be able to report for work on time, he should notify SMSA Operations Supervisor or Manager by phone call at least 30 minutes before the scheduled duty. Tardiness will be limited only to a maximum of 30 minutes in a month. Habitual tardiness of TP Handler will not be tolerated and he will be requested for immediate replacement.
d. In case TP Hander will not be able to report for work, he should notify the TP vendor and SMSA Operations Supervisor or Manager by phone call at least 12 hours before the scheduled duty. 
e. TP Handler is not allowed to incur overtime unless authorized by SMSA Operations Supervisor or Manager. Applicable overtime rates apply as per local labor law.
f. Public holidays shall be observed by SMSA as declared by the government. 
IX. Responsibilities & Accountabilities

a. TP Handlers are fully responsible and accountable for the CORE Trackers issued to them. Proper use and care of the trackers must be observed at all times, including battery recharging. Any defective unit must be reported to SMSA Operations Supervisor immediately.
b. It is the responsibility of the TP Handler to check the operations work roster for their scheduled duty hours. 
c. TP Handler must ensure safety, security and proper handling of shipments. 
X. Training,  Coaching & Evaluation 

a. SMSA will provide in-house training for all TP Handlers. It is mandatory for all TP handlers to attend and actively participate in the trainings provided. 

b. Available Training Models are as follows :
i. New Hire Orientation

ii. Dangerous Goods Awareness ( DGA )

iii. Suspicious Package Awareness ( SUS )

iv. SMSA Ground Operation and Services

v. Environment, Health & Safety ( EHS ) Training

vi. CORE System & PDA Training
vii. Fire Safety Awareness
c. Station Supervisor will conduct coaching for TP Handlers every 3 months to ensure company standards and procedures have been correctly followed by the TP Handler. Copy of coaching forms will be submitted to QRM for analysis.
d. TP vendor evaluation will be conducted once a year by the Operations Manager, results of which will be discussed with the TP vendor. 

	General
	An incident report duly signed by SMSA Supervisor and Manager will be submitted to TP Vendor for any violation or deviation of the above work instructions resulting from, but not limited to, misconduct, wilful neglect, and/ or conflict of interest. 
After due process, SMSA reserves the right to request disciplinary action and/or immediate replacement, salary deductions, suspension, and even termination of the TP Handlers depending on the severity and gravity of the infraction, and the associated risk and impact to SMSA’s operations, finance, and image.
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