


	Brief
	Customer requests for reverse pickup of domestic and international shipments are processed as per procedure.

	Purpose
	To provide a standard operating procedure for reverse pickups processed by customer service agents.

	Responsibilities
	Customer service agent: To process reverse pickup as per company procedures.

	Guidelines
	Procedure CS Agent: Reverse Pickup – Domestic – RPD
· Domestic reverse pickup requests are received through call or Email.
· Once agents receive the request, they should double-check whether the customer’s account is active or not before proceeding.
· Non-account customers should be informed that the respective payment will be collected in cash.
· For cash customers, check the price list and inform the customer of the amount to be paid. The customer is then directed to any SMSA Service Center to remit the amount.
· Before any reverse pickup is processed, the customer should be informed that SMSA will re-weight the shipment, and in case the weight is different; the given rate will be changed according to the new weight.
· SMSA service center (SSC) agents should provide the customer with a receipt voucher for the paid amount and a copy airway bill.
· A copy of the receipt voucher should be forwarded to finance and customer service for further processing.
· Airwaybill to be forwarded to the operations team with the booking number for processing the pickup.
· CS agents should monitor the shipments.
· While the shipment delivery operation team should collect the rest amount (if any)
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Reverse Pickup –International– RPI

· International Reverse Pickup requests are received through email.
· After receiving the request, the agents check the International inbound ate with the sales administrator and inform the customer of the shipping charges.
· Sales members should get rate confirmation from the customer in writing.
· Non-account customers are directed to the SMSA Service Center (SSC) to pay the shipping charges, The customer is provided with the receipt voucher, receipt voucher, and reverse pickup details are forwarded to the customer service agent and finance team for further processing.
· Once the payment is confirmed the customer service agent opens a ticket to RPI, RPD team in counterpart.
· Customer service agents should ensure proper follow-up is done.
· Before any reverse pickup is processed, the customer should be informed that SMSA will re-weight the shipment, and in case the weight is different; the given rate will be changed according to the new weight
· For cash customers the shipment delivery operation team should collect the rest amount ( if any ).
· For account holders the difference is automatically billed to their account, the customer should be informed beforehand.

· For outbound reverse pickup requests, the customer service agents should check their unassigned traces every hour.
· If the shipment is to be picked up from their location, the customer should be called, and location details should be obtained.
· Booking should be processed, with all the details mentioned on the booking screen in CORE .
· Agents should ensure the account number is mentioned on the trace by the location requesting for pickup.







Management Role:

· Ensure that all Reverse Pickup requests are processed as per policy
and procedures.
· Proper coaching and training should be imparted whenever required.
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