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	Lost/Damage Domestic Shipments Insurance Compensation Policy
Owner/ Department: IBU-EGY, Finance              



	Brief
	SMSA EGYPT performed an insurance open policy to cover any risk related to the domestic shipments. This policy will determine the process to perform the compensation.

	Purpose
	To ensure that all the lost/damage domestic shipments are claimed to the insurance company.

	Scope
	This policy applies to OPS, CS & Finance department.

	Responsibilities
	CS Department:
To receive the complaint from the customer and to escalate it to OPS for further investigation.
OPS Department:

To verify and investigate the reason of the problem and determine the causer for further action. Then to claim the insurance company.
Finance Department:

To perform the compensation for the client.


	Instructions
	CS Department:

· CS team will receive the complaint from the customer stating the status of the shipment.
· CS team will record a complaint in the complaint log and to check whether the shipment has been lost with the third party or with our OPS.
· If the shipment has been lost via our OPS, CS team will escalate the case to OPS team for further investigation.

· if the shipment has been lost via our third party, so the complaint form will be issued and to mention the deduction amount from the third party.
· According to the above, CS will issue the claim form and to be signed by the CS supervisor and CS manager to compensate the customer according to SMSA policy.
OPS Department:
· If the shipment damage or lost by our team, OPS supervisor will receive the complaint from CS team, then will investigate the case with causer and to issue MSNR or DIR reports (according to the status).
· OPS supervisor will claim the shipment amount from the insurance company according to the agreed policy during one week of the case reporting.

· OPS supervisor will forward the claim to finance for customer compensation.

Finance Department:
Finance department will receive the approved complaint form in to compensate the customer according to SMSA policy or the agreed amount as approved.

	Insurance Policy Terms and Conditions
	The Policy Coverage:
1. Road Hazards: The loss resulted from fire, Car rollover accident, car collision or car sinking

2. Burglary Dangers: It is theft using violence from others and supported by the police report in the area where the assault occurred
3. Loading and Unloading Hazards: Loss or damage to the insured shipments resulting during loading and unloading, and it is required that it be by lifting machinery and not by manual handling.
4. Extension of insurance coverage for a period of 25 days from the date of arrival of the shipment to the final stores against the dangers of fire, burglary and theft only
The required documents for the sake of compensation,
1. Incident report via email.

2. AWB
3. Police report copy
4. Copy of the invoice of the shipment

5. Any other required documents (if needed).


Page 1 of 2
             Uncontrolled copy if printed



