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	                          SMSA Reference Guide (SRG)
Policy & Process 
                                          Owner/Department: Customer Services



	Overview
	SMSA Service Centers, Customer Service and Operations use a soft copy link of the SMSA Reference Guide, (SRG) provided by SMSA at the time of package acceptance or customers’ inquiry.

	Purpose
	 To avoid service failures, customer dissatisfaction and meet  packaging guidelines; SMSA Service Center Executive, SMSA Courier and SMSA Customer Service Agent are using  SRG to identify: area served, the commodity restrictions, ZIP codes, available services, etc of specific countries.

	Policy & Process
	 SRG is a live update, so all information update immediately. Below the process to report a new information. 
· SRG is handled by customer service Department (Saudi Arabia), Quality Assurance Specialist. 
· Trace Team in each country responsible to update any information it may disturb the process of shipping within their country related to (Custom, Vacation, Government, Politics, etc.) through their customer service manager or operation manager. 
· Country manager can select someone to update all the information with email giving him approval and authority.
· Quality Assurance Specialist updates the information on SRG and sends confirmation e mail. 
· Whatever request received is going to be available in CORE.
· It’s mandatory for each country to seek the latest information of custom rules. 
· If any staff found a wrong data or wrong information, he should report that to his manager to send e mail to correct this information. 
· If the service suspended in a country, then it’s the responsibility of the requester to report again when the service resumed. 
· No data should be change on the SRG unless we received officially request from that country.
· Quality Assurance Specialist may send e mail or call other country if somehow new information received about a country policy to confirm 100% its right.
· In case the CORE down, you can report your message through phone number: 966114633999 or through e mail (SRG Support). 
· To search for a country you need to press on the link “Available in CORE & SMSA World), a new window will be open with a search key to select the country, then you can type the first letter of the country to appear or select from the drop list.
· After selecting the country another page will show up include all information, you can scroll down for more information.
· To understand how to use the SRG you can go through the Guidelines.
· All information’s in the SRG are owned by SMSA and confidential. 

Management Role :
· To pass new information it should come from a manager level or an authorized person by country manager.
· Country Manager should confirm with his staff the accurate information and the source before they make a request to update on the SRG.   
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