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	Brief
	SMSA Express requires that, all the shipments which are with incomplete addresses and could not affect delivery upon arrival at the station be handled appropriate by calling consignee (& shipper for domestic) in order to obtain delivery addresses/physical locations to affect delivery.

	Purpose
	To provide clear guidelines on the requirements of solving Unable-to-Locate (UTL) shipments.

	Person Affected
	UTL Agents, Customer Service, Sales, SMSA Service Center (SSC) & all SMSA staffs handling shipments of customers.

	Responsibilities
	· UTL Agents: responsible for solving all the UTL shipments arriving at the stations. 
· Sales: educate customers the importance of providing complete delivery address. 
· Courier/SMSA Service Center (SSC): ensure that shipments are picked or accepted with complete delivery address to avoid UTL situations. 
· Customer: responsible for providing complete/correct delivery address/physical location for delivery of the shipments. 
· If Customer:  have no delivery address/ he should ask for HOLD Service.
· Call Center Agent: advise customer of providing complete delivery address/physical location.

	Scope
	This applies to all Courier/SMSA Service Center (SSC) any other employee responsible for any pickups/accepting shipments.

	Guidelines
	Station Operations:
· Sort inbound shipments and minimize shipments flow into UTL unless and until it’s a genuine one. 
· Review all UTL shipments using expertise of Supervisors, Dispatchers etc. 
· Scanning of UTL shipments
· Handing over to UTL section with proper handover manifest/procedure. 

UTL Agents:
· Receive shipments from station operations.
· Check Database
· Call consignee/shipper to obtain delivery details
· Update system with proper comments 
· Handover shipments to Station Operations with proper handover manifest/procedure. 

Shipments Failed to Obtain Delivery Details:

· Open Ticket (for International) & inform origin (for Domestic). 
· Follow 10 business days policy for returning shipments to origin. 


Major UTL Situations:

· Incorrect Address
· No street address/land marks for recipient 
· Consignee not known at given address
· Out-of-Delivery Area
· City not in service 
· Given contact number(s) are incomplete/incorrect 

It is a prime responsibility of all frontline forces to educate customers of providing correct & complete delivery address of recipients in order to make deliveries timely and prompt. 

Whenever Sales/Ops/UTL/SMSA Service Center (SSC)/CS comes across any customer and has an opportunity to obtain customers addresses should do so and update the database for future references. 

SMSA wants to deliver the shipments of its customers promptly without delaying at the destinations. This will also improve our service levels; avoid service failures, leaves the customers happy and satisfied. 

SMSA always wants customers to recommends services to others. 

Important:

While obtaining the delivery address we should keep in mind the following important elements: 

· Contact Name
· Company Name
· Street Name
· Landmarks
· PO Box
· Landline & Extension
· Mobile Number
· City Name
· Zip Code










Sample of a good delivery address:

Naif Sultan Al Athel
SMSA Express Transportation Company 
Dabbab Street
Opposite Eskaan Buildings, Next to Saudi Fransi Bank
PO Box: 63529
Tel: 4633999 Ext: 402
Mob: 050 xxx xxxx
Riyadh 11526
Kingdom of Saudi Arabia
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