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	Brief
	SMSA returns shipments to the sender if:
The Sender request return shipment
Delivery service failure (refer to Operations Policy)
The shipment(s) not received by the consignee (refused or not available)

	Purpose
	SMSA is keeping a high level of service and customer satisfaction, returning shipment due to Sender’s request, consignee refusal or consignee not available leads to this goal.

	Responsibilities
	SSC Executive is responsible to ensure that shipment has been delivered to consignee. If the sender requires shipment return, the SSC Executive is responsible to do the necessary procedures to do so, and report it to the SLS Manager at the same day.

SLS Manager observes the return shipment and reports it to Country Manager in weekly basis.

	Guidelines
	Shipments that returned as a result of a delivery service failure are returned at no charge to the Sender

Shipments that returned upon the sender request, charged at the time of the first acceptance.

Procedure

Origin:
Sender requested return shipment:
Determine cause of return and update the system.
Make sure the contents and the paperwork meet requirement for return, that is in term of commodity, value, size and weight (see the SRG)
Complete and sign the return shipment AWB.
Attach the return shipment AWB along with the required paperwork in a separate pouch.
Stick the Return Shipment label.
Notify the origin/destination SSC and Station.

Destination:
Ensure the consignee do not want to receive the shipment.
Keep the shipment for five (5) days (see the HAL shipments Policy)
Inform the sender that the consignee refused receiving the shipment.
If the sender wants his shipment back, coordinate with the first origin SSC for payment.
Determine cause of return and update the system.
Make sure the contents and the paperwork meet requirement for return, that is in term of commodity, value, size and weight (see the SRG)
Complete and sign the return shipment AWB.
Stick the Return Shipment label.
Notify the origin SSC and Station.
If the sender does not want his shipment back, The SSC Regional Manager refers the case to QRM.
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