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Process Repairs & Maintenance of Facility
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Diagram Version: 7
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Process Admin Helpdesk Requests
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Version: 4
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Update inactive for old
ald vehicle as per PO &
Contract
Inform the staff to return
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Staff other than courier & LH

should receive their vehicles
directly from rental company.

In case the vendor does not
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outside source and bill the cost
to vendor accordingly .
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repare leter company Replacement eportirom Original Vehicle Vehicle to Staff
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m Process Vehicle Transfer
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driver, direct manager,
fleet executive)
Vehicle inspection form
(signed by: original
driver, fleet executive)

@ !
Rce‘;}:reasﬂtczr Check for vehicle FDWS‘;:_IQSHS:!@;EI‘IIC\E
key with the staff Key received ?:t;z:ftégj;vr::
— i X

Fleet Coordinator
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replacement vehicle
to the user. Incase
there is none, we can
hire from an outside
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the cost accordingly.
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company to replacement vehicle
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Conduct
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Title: Process Vehicle Mechanical Issues
Author: Edwin Ramos
Date: 6/16/2010
Volume: 0.00 Per Second

Authorization: Authorized
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Diagram Version: 5
Review Date: None

Vehicle
repaired

workshop I; (

F.T.E.: 0.00

O Actions
@ Change Log

Version: 5

O Feedback
® Keywords

O Change Requests ® Read Only



Acknowledged
Accident

e —

Ticket Opened

New Landing Page - Level 1.1.5.2.1.5

Process Vehicle Breakdown

CORE ticket
Fleet will received Transfer

receive Vehicle to
ticket Workshop

HUB Coor

Title: Process Vehicle Breakdown
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m Pick-up MOH Shipments
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with shipper.
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& stamped by MOH.
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Bayan or
Courier signs the Bayan
Return a copy of Bayan to

MOH
E Q . Verify E Q
Shipment information in Shi t
. . ipment
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appropriate
shipment

o

Q Shipment

ready for
sorting
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Diagram Version: 5
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m Deliver MOH Shipments

2 copies printed. Obtain consignee

printed name,

Shipment recd Courier signs one copy
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Title: Deliver MOH Shipments Owner: Walid Abdalla Abdulhamid C Actions O Feedback
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Exception Handling of MOH Shipments
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HC - Courier

Review Date: None
F.T.E: 0.00

Obtain printed name,
signature, & date on
return manifest

Shipment E

returned
Update info in

SPOTS &file
manifest

HC- Clerk

O Actions
@ Change Log

Version: 5

System
updated &
manifest filed

X

O Feedback
O Keywords

O Change Requests ® Read Only



Title
Author
Date
Volume

Hospital pick-up

-

New Landing Page - Level 1.1.5.2.3.3

New Born Screening Project

Create booking Pickup Route
& Assign pickup scheduled Plan Route for planned
to courier Pickup

Perform POD scan in
mobile app

Apply Pickupscanin
mobile app

Shipment Prepare Shipment ShiPment
Pickup pickedup shipment for ready shipment Delivered
delivery

deliver to LAB

shipment

HC Coor
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: New Born Screening Project
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Version: 3
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Blood Samples Project

SINSU

Use Thermocol Box
with lce Gel

Apply pickup scan in
mobile app

Performe POD scan in
mobile app

Shipment Shipment

Hospital pick- Pickup Route N N "
up request Create booking scheduled planned pickedup Q Distance less Q Delivered
& Assign picku Plan Route for Prepare than 400 km .
BN pickup Pickup Pickup repare. Deliver
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—_— delivery LAB X
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¢

Next day
delivery
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Office for next
day delivery
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Title: Blood Samples Project Owner: Walid Abdalla Abdulhamid C Actions O Feedback
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Date: 10/1/2024
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Diagram Version: 3
Review Date: 9/5/2024
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Cost Per Second: $ ,3.5,E-0317
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“ipments for National Guard
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point.
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HC - Clerk
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Author: Mohammed Ahmed Khan Authorization: Authorized Diagram Version: 4 @ Change Log O Keywords

Date: 6/8/2021 Date: 10/1/2024 Review Date: 9/5/2024 O Change Requests ® Read Only
Volume: 0.00 Per Second Cost Per Second: $ ,3.5,E-0317 F.T.E.: 0.00



New Landing Page - Level 1.1.5.2.3.7.3 Version: 3
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m

Records on Handover to
file rest of KSA

¥

Process RUH to Link To:
rest of KSA OPS - Hubs
deliveries & Line Haul

HC Coor
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N
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(RUH)

Shpts sorted Shpts out for
route wise Dispatch & delivery
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Version: 3
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Version: 3
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Title: Process Shipments at Origin Hub Owner: Walid Abdalla Abdulhamid C Actions O Feedback
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Include following documents
Airwaybill
Commercial invoice
Arabic authorization letter (This can be provided
with 1 year validity)
Arabic letter with serial & model number
Commercial registration copy
Color photo of contents

Shipment
Signed pickup L[‘J Q received by ) .
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to gateway to customs
» office
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approve export

Process Repair & Return Shipments

Register
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customs
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Station Agent

Title: Process Repair & Return Shipments
Author: Edwin Ramos
Date: 5/30/2010

Clearance
Agent
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Volume: 0.00 Per Second Cost Per Second: $ ,3.5,E-0317
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I

Forward
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return
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Clearance
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Diagram Version: 3
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Diagram Version: 3
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Version: 5
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Diagram Version:
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Perform Security Checks
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security
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: 5/30/2010
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v
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Diagram Version: 3
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Perform Domestic Road Line Haul Security Requirements

Vehicle
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ready to be
sealed

Seal vehicle with
numbered
security tag
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sealed
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manifest
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updated

Version: 4

HDD-Deferred

Title: Perform Domestic Road Line Haul Security Requirements
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Volume: 0.00 Per Second
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Diagram Version: 4
Review Date: None

F.T.E.: 0.00
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N
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Perform Air Shipment Security Requirements

Q stickers applied

Load vehicle

Seal vehicle with
numbered
security tag

Title: Perform Air Shipment Security Requirements

Author: Edwin Ramos
Date: 5/23/2010
Volume: 0.00 Per Second

Authorization: Authorized
Date: 4/9/2023
Cost Per Second: $ ,3.5,E-0317

Vehicle @
sealed

Prepare Shipper
dispatch order
(SDO)
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STN Supvr
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Complete & sign
undertaking (X-
ray) form (Form
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STN Supvr
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Owner: Walid Abdalla Abdulhamid
Diagram Version: 4
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Version: 4
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Process Shipments at Destination Hub

Version: 4

Origin
Seal vehicle Shipments Scan hi
shpt frwdd a D verified Manifest ] unloaded Applied s ;r:)::gts
to dest hub Check seal on Acknowledge checked & Sort by Sort shipments as
hic! receipt of signed Apply HIP Scan destination Store2Door and
vehicle shipments Unload vehicle station regular shipments
) Y
Shipment Sorted and
ready for loading
Scan
Applied @
Apply HOP Scan Forward shipment
to destination
station
Shpt frwdd
to dest
HDD-Deferred station
Shipments delayed
EE——
on route hub
operations informed
Create
contingency plan
for delay
Mngr-HL&G
Title: Process Shipments at Destination Hub Owner: Walid Abdalla Abdulhamid C Actions

Author: Edwin Ramos

Authorization: Authorized

Date: 5/30/2017 Date: 12/17/2024
- $,3.5E-0317

Volume: 0.00 Per Second Cost Per Second

Diagram Version: 4
Review Date: None

F.T.E.: 0.00
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Process shipments at destination station

Unable to

locate (UTL)
Process UTL

Identify
package

Sorter

g GJ

Shipment forwarded to
dest station (connected to
origin hub)

Logistics going to

Custom duty inwice
completed

Attach
customs duty
invoice to high
value shipment

(UTL)
Shipment
forwarded to

Station RUH-B

Accept
shipment

line haul manifest signed

Custom Duty

documents aftache

Station
Handler

Perform
primary sort by

Shipment forwarded to dest
station (connected from
destination hub)

Shipment ready for courier route

area

Sorter

Station Agent/
Supervisor/ assigned
person to verify
payment status of
Store2Door shpts. Print
& attach invoices of

1

Exceptions
resolved

—

unpaid shpts before

hand-over to courier

Perform
secondary sort

DMM-KFJ linehaul is
operated direct by
station courier

by route

Customer &
Retail HAL

(Hold at
location) sorted

(

Perform
vehicle check

Vehicle ready

for delivery Perform fine

sort by service
time & route

Courier -
Priority

Shipments
ready for
delivery record

@

Complete
records

Courier -
Priority

Title: Process shipments at destination station
Author: Edwin Ramos

Date: 5/30/2017
Volume: 0.00 Per Second

Authorization: Authorized
Date: 5/28/2018

Cost Per Second: $ ,3.5,E-0317

Courier -
Priority

For retail = Retail Manifest
For normal delivery = Delivery Record

Courier -
Priority

|

Shipments 0
ready for ] Shipment ready
loading for delivery
Load vehicle
b

Owner: Walid Abdalla Abdulhamid
Diagram Version: 3
Review Date: None

F.T.E.: 0.00
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Version: 3
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Proof of delivery
from customer

g
Process HAL
shipments 4%

Operations
Agent - Station

Parcel not

collected
HAL package

identified

New Landing Page - Level 1.1.5.2.4.1.5.3

Process Station HAL & Problem Shipments

Check database for
delivery address

UTL shipments

@ UE'ESU‘V?C' Hand over UTL accepted by UTL
. shipments N 1
Other Identify perform UTL Shlpment.s to section
exception type ] UTL section
and HAL

UTL (Unable to
locate) shipments
identified

Missorts
identified

Shipment routed
to correct
destination

]
Return package
to local hub

4’X

Operations
Agent - Station

Title: Process Station HAL & Problem Shipments
Authorization: Authorized

Author: Edwin Ramos
Date: 5/24/2010
Volume: 0.00 Per Second

Cost Per Second: $ ,3.5,E-0317

Supervisor - Operations
Station Agent - Station
Case resolved,

package ready
for delivery

Process
Shipments
at
Destination
Station

Date: 5/28/2018

¥

Process UTL
shipments

Exceptions
resolved

4’X

UTL Agent

Owner: Walid Abdalla Abdulhamid

Diagram Version: 3.00
Review Date: None
F.T.E.: 0.00

Version: 3.00
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O Change Requests ® Read Only



New Landing Page - Level 1.1.5.2.4.1.5.3.6 Version: 3.00

m Process UTL Shipments

UTL Trace initiation and RTS Policy is
not applicable for Store2Door shipments.
Notify Store2Door Senvice Coordinator for
any undelivered shpt. for final disposition

+d ¢

UTL station

shipments . RESUI.VE Either sell or destroy
accepted by UTL international Accep_ted by
section UTL Qul_j“tx &
IS
Reconcile msﬁsggs; to LE_] Management @ Q Exceptions
QRM
EEEE——— ) dispose Process (QRM) i resolved
shipments to Manifests unclaimed / Dispose of
CONS signed UTL Agent over goods shipment
—_—————¥
UTL retail Shipments E]
forwarded to local station o
with UTL manifest Tk Lz ; ¢ UTL Agent 5;;':'"“!
icer
Resolve
Notify QRM of domestic UTL
discrepancies

UTL Agent

Title: Process UTL Shipments Owner: Walid Abdalla Abdulhamid C Actions O Feedback
Author: Edwin Ramos Authorization: Authorized Diagram Version: 3.00 @ Change Log ® Keywords

Date: 5/24/2010 Date: 5/28/2018 Review Date: None O Change Requests ® Read Only
Volume: 0.00 Per Second Cost Per Second: $ ,3.5,E-0317 F.T.E.: 0.00



Manifests
signed Search data base
for recipient
——————»> details

Title
Author
Date
Volume

UTL Agent

New Landing Page - Level 1.1.5.2.4.1.5.3.6.2

Resolve International UTL

Address and contact
details

Recipient
unable to be
D Information @ contacted
available

Attempt to contact

g

Initiate
international trace

UTL Agent

UTL Database

Forward shipment
to local station

recipient
UTL Agent
Delivery / (HAL)
details obtained
Retum
shipment with
LEJ new airway bill @

Generate new
waybill & cross
reference with

UTL Agent

International
UTL resolved /
rerouted

Process Shipment at
Destination Station

. Resolve International UTL

. Edwin Ramos
1 5/26/2010
: 0.00 Per Second

Authorization: Authorized
Date: 5/28/2018
Cost Per Second: $ ,3.5,E-0317

original waybill

UTL Agent

UTL Database

Sender instruction to
dispose

v

Return to sender (RTS Policy , Doc#
441 or instructions from sender)

Owner: Walid Abdalla Abdulhamid

Diagram Version: 4.00

Review Date: None
F.T.E: 0.00

Version: 4.00

O Actions O Feedback
@ Change Log ® Keywords
O Change Requests ® Read Only
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m Resolve Domestic UTL

Address and contact
details

Recipient -
Manifests Inﬁln_ualmn LEJ unable to be @ Sen:i:;j:l;:lﬂnsjé:hun
signed Search data available Attempt to contacted Attempt to
bas. e_ for contact contact
-yl recipient recipient sender .,
details

UTL Agent UTL Agent

Delivery / (HAL)
details obtained

UTL Agent

Return to sender (SMSA RTS policy
Doc # 441 or instruction from sender)

@

Forward
shipment to
local station

UTL Agent

Process Shipment at
Destination Station

Domestic UTL
resolved /
rerouted

Title: Resolve Domestic UTL Owner: Walid Abdalla Abdulhamid O Actions O Feedback

Author: Edwin Ramos Authorization: Authorized Diagram Version: 4.00 @ Change Log ® Keywords
Date: 5/26/2010 Date: 5/28/2018 Review Date: None O Change Requests ® Read Only

Volume: 0.00 Per Second Cost Per Second: $ ,3.5,E-0317 F.T.E.: 0.00



Unidentified
package

-

Title: Identify Package

Inform
manager of
unidentified

package

Author: Edwin Ramos
Date: 5/26/2010

Volume: 0.00 Per Second

Pemission to

Open

New Landing Page - Level 1.1.5.2.4.1.5.9

open package package &

examine
contents

Supervisor -
Station

Station
Manager -
Main Station

Sender not
identified

Reseal
package &
store in
secure area

Supervisor -
Station

¥

Identify Package
L[‘J Package
successfully
Reseal identified or claimed
package
Supervisor -
Station
Notify by email
CS = customer senice
Notify
Stations, hub,
CS & sales of
package
description Unable to
locate (UTL)

Supervisor -
Station

Authorization: Authorized
Date: 5/28/2018
Cost Per Second: $ ,3.5,E-0317

Owner: Walid Abdalla Abdulhamid
Diagram Version: 3
Review Date: None
F.T.E.: 0.00
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Version: 3
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m OPS - Special Delivery Channel

COD & Signature on
Ret-Doc for selected
projects

l Gl E Shipment forwarded ' E Shipment l el m Proof of

New customer & to Special delivery P . e delivery
ready delivery

channel (SDC) obtained

Pickup shipment Route shipment

OPS Mngr - STN OPS Mngr - STN
SDC SDC

Deliver shipment

OPS Mngr - STN
SDC

* POD status
Request receive updated
by SMSA team
Absher Project 4%
—_—¥ 4»(
Vehicle plates
returned back

Title: OPS - Special Delivery Channel Owner: Vinod Panicker C Actions O Feedback
Author: Edwin Ramos Authorization: Authorized Diagram Version: 5 @ Change Log O Keywords
Date: 5/29/2017 Date: 11/21/2023 Review Date: None @ Change Requests ® Read Only

Volume: 0.00 Per Second Cost Per Second: $ ,3.5,E-0317 F.T.E.: 0.00



New customer

o]

Obtain customer
pickup
requirement

Regular pickup

New Landing Page - Level 1.1.5.2.6.2

4|

Assign courierto
route

Project Manager

Title: Pickup Shipment
Author: Edwin Ramos

Date: 6/12/2010
Volume: 0.00 Per Second

Version: 7

OPS Mngr - STN
SDC

Authorization: Authorized
Date: 8/25/2024
Cost Per Second: $ ,3.5,E-0317

PICkup Shlpment
Sort
Shipment
Shipment handover to LMX if the value
File sent to ofthe shipments exceeds the capacity
Call Center by ( Riyadh SDC 3500, Jeddah SDC2200,
customer Dammam SDC)
Shipment
Shipment forwarded to SDC
pickup possible M handed-over to E Q
: : - »
Accept shipment courier sfizcmoz:lltlio
& receipt B Shipment
receipt
forwarded to LMX

Recount required

Nothing to

pickup

Owner: Vinod Panicker

Diagram Version: 7

F.T.E.: 0.00

Review Date: None

O Actions O Feedback
@ Change Log ® Keywords
@ Change Requests ® Read Only



Shipment E
ready delivery

N

Title: Deliver Shipment
Author: Edwin Ramos

Date: 6/12/2010
Volume: 0.00 Per Second

Create aroute

plan

New Landing Page - Level 1.1.5.2.6.3 Version: 7

Deliver Shipment

Verify customer ID with last 4 digits
displayed on SDM Mobile App & OPT sent
to histher registered mobile number.

somen = e @ e
customer ) H-androver customer Apply POD scan completed
Verify ID & OTP sl'llrgoemnteto x
Courier Courier
(s) SDM
Delivery
exception
(]
Apply DEX scan
(s) SDM
Courier
Shipment
returned
Link To: Sort
Shipment
Owner: Vinod Panicker O Actions O Feedback
Authorization: Authorized Diagram Version: 7 @ Change Log ® Keywords
Date: 1/18/2023 Review Date: None @ Change Requests ® Read Only

Cost Per Second: $ ,3.5,E-0317 F.T.E.: 0.00
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Author
Date
Volume

forwarded to SDC
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Route Shipment

+™

Sort shipment

. Route Shipment
. Edwin Ramos

1 6/12/2010

: 0.00 Per Second

Shipment
forwarded to
origin hub

Operations Agent -
SDC

Link To:
Process the
Shipment at
Qrigin Hub

Authorization: Authorized
Date: 9/18/2022

+~

Receive shipment
at destination hub

Shipment ready
delivery

Operations Agent-

Cost Per Second: $ ,3.5,E-0317

Owner: Vinod Panicker
Diagram Version: 6
Review Date: None
F.T.E.: 0.00

Version: 6
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Files sent from
customer

.

Shipment forwarded
to Special Delivery
Channel (SDC)

-

New Landing Page - Level 1.1.5.2.6.4.1

Sort Shipment
Validation completed
Validate files
sent from
customer
Shipment not assigned to
Supervisor - corect route
Contact Center
Male
Sign Handover Form
Sorted by
Hand-owr fo courier
Receipt % e route for
signed T delvery origin SDC
@ @ ; @ Ep?jcatisj * @ Shipment ready
Acknowledge Process Perform Process for delivery
shipment shipment "Operation In" shipment by
received scan route by station

Operations
Agent - Station

Data Encoder

Title: Sort Shipment
Author: Edwin Ramos

Date: 6/12/2010
Volume: 0.00 Per Second

Operations
Agent - Station

(s)SDM

Create delivery
record

Operations

Agent - Station

Shipment by route confirmed

Deliver

Operations
Agent - Station

Shipment ready
for delivery

Authorization: Authorized

Cost Per Second: $ ,3.5,E-0317

Owner: Vinod Panicker
Diagram Version: 6
Review Date: None
F.T.E.: 0.00

Date: 5/28/2018
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m Validate Files Sent From Customer

Customer
delivery details
obtained /
@ nc;isﬁ‘sgﬂ\j; @ Dispatch
Files sert fom forkloa ssign workloa ustomer can automatically
customer Receive files V\‘/mns\lﬁmd A liAgenlids ¢ (;e :I:cmacted Call customer to e Update noiied
) obtain details database
e
Supervisor - Supervisor - Call Center Call Center
Contact Center Contact Center Agent-Front Agent-Front
Male Male Line Line
Invalidated shipments (s) oM
Title: Validate Files Sent From Customer Owner: Vinod Panicker O Actions O Feedback
Author: Edwin Ramos Authorization: Authorized Diagram Version: 5 @ Change Log ® Keywords
Date: 6/12/2010 Date: 5/28/2018 Review Date: None O Change Requests ® Read Only

Volume: 0.00 Per Second Cost Per Second: $ ,3.5,E-0317 F.T.E.: 0.00



Attach barcode sticker
printed on the cards
Arrange cards
according to sequence
of printing

Validation completed

]

Receipt signed Scan cards for Cards kept &
secured in cage
barcode
printing

=N

Data Encoder

(s) SOM

Title: Process Shipment
Author: Edwin Ramos

Date: 6/12/2010
Volume: 0.00 Per Second

validated cards

Data Encoder

New Landing Page - Level 1.1.5.2.6.4.1.3

Process Shipment

Manifest = Dispatch
List

g g
Pull out
printed

Air waybil Pack cards in

SMSA

from cage envelopes &
according to attach
manifest airwaybill

(s) SOM

Authorization: Authorized
Date: 5/28/2018

Cost Per Second: $ ,3.5,E-0317

Shipment
ready for @ Hand-over to
dispatch to Operations for
Operations Scan delivery
airwayhbills &
generate »
Dispatch Out
Manifest

Data Encoder
(s) SDM

Owner: Vinod Panicker
Diagram Version: 6
Review Date: None
F.T.E.: 0.00
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Process Shipment By Route By Station

Deliver

Shipment

returned

Record updated Sorted by
Srmialif courier route for
ShlmeHT by origin SDC
P route by station
>
—_—»
Sh‘p'g?m not . Operations
assigned to correc| Agent - Station
route Shipments
COD;SU"?"(?‘ Bag categorized
inserted into the sealed
Create outbound bag seal the b Consolidate by
Consolidation manifest EUIEIIIE station
required
Operations Operations Operations
Retum to Agent - Station Agent - Station Agent - Station
shipper
To be sent back to |
Riyadh
Shipment
ready for hand ready to be Shipment
* @ over @ forwarded Forward forwarded to
RS Prepare non- Hand-over shipment to ongin hub
revenue air shipment to origin hub

shipment

Operations
Agent - Station

Title: Process Shipment By Route By Station

Author: Edwin Ramos
Date: 6/12/2010
Volume: 0.00 Per Second

Perform

waybill route courier Sorts

Courier -
Operations Operations Priority
Agent - Station Agent - Station

Owner: Vinod Panicker
Diagram Version: 5
Review Date: None
F.T.E.: 0.00

Authorization: Authorized
Date: 5/28/2018
Cost Per Second: $ ,3.5,E-0317

Version: 5
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shipments
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Station
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manifest
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Station
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origin city
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Complete
return
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New Landing Page - Level 1.1.5.2.6.4.1.5.5

Process Return Shipment

Title: Process Return Shipment

Author: Edwin Ramos

Date: 6/12/2010

Volume: 0.00 Per Second

Place return
shipment &
manifest to
consol bag &
seal

Operations

Agent -
Station

Return
Shipper
shipment &
it
Return manifest gnawc;egns&
manifest Accept retumn accepted Return siggs POD
completed shipment & shipment to
manifest shipper
"
Courier - Courier -
Priority Priority
Return
et shipment
etum _ forwarded to
A Fe rd
shipments Accept retum a':’g”:gz'” <hi urr:,eil to destination hub
secured shipment & air de':ﬁnatiun
waybill hub Process Shipments At

Courier -
Priority

Authorization: Authorized

Date: 5/28/2018

Cost Per Second: $ ,3.5,E-0317

Courier -
Priority

Owner: Vinod Panicker

Destination Hub

Diagram Version: 5
Review Date: None

F.T.E.: 0.00

Version: 5
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unsuccessful, inform
origin SDC thru email
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Receive Shipment at Destination Hub

X

Break seal of bag to
obtain manifest

Shipment not assigned
to correct route

Version:

Sorted by
courier route
Shipment Non revenue Reconcile Shipments for
forwarded air waybill ready to be destination
from origin igned successful perform d Check &
8! Acknowledge sighe Reconcile destinati sorte, Sort shipment sbc confirm
shipment shipment . estination by route shipments by
. inbound scan
against route
R manifest
Operations Operations Operations Courier -
Agent - Station Agent - Station Agent - Station Priority
OFD = Out For Delivery
Shipment by
route
@ Q Shipment Shipment Delivery confirmed
ready for received by completed
Acknowledge i Deliver
Scan 8 delivery ) customer Apply POD scan
) Apply OFD scan the count shipment
One copy filed pply completed —mX
Xe——
Courier- SDC Courier-SDC Courier - SDC m
(s) som (s) som Shipment not
delivery
Re-attempt
delivery

Title: Receive Shipment at Destination Hub
Authorization: Authorized
Date: 9/19/2022

Cost Per Second: $ ,3.5,E-0317

Author: Edwin Ramos
Date: 6/12/2010
Volume: 0.00 Per Second

Apply DEX scan

Courier - SDC

(s) SDM

Owner: Vinod Panicker
Diagram Version: 6
Review Date: None
F.T.E.: 0.00
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m Absher Project

Request Request Request POD status
receive by ‘ PODdSt:“d‘S receive by ‘ POD status ive by ‘ updated
update
SMSA team Saudi National P SMSA team New Passport updated SMSA team Vehidle Plat
ID- Project Code Project - Project Project Code 118 —X
> 183 " p  Codelss —X B e

Vehicle plates
returned back

Title: Absher Project

Owner: Vinod Panicker O Actions O Feedback
Author: Bashayr Al sharidi Authorization: Authorized Diagram Version: 2 @ Change Log O Keywords
Date: 11/5/2023 Date: 11/21/2023 Review Date: None

O Change Requests ® Read Only
Volume: 0.00 Per Second Cost Per Second: $ ,3.5,E-0317

F.T.E.. 0.00
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SDC team to attempt
validation for 3
‘working days.
Validation Cutoff time
will be at 15:00, any
IDs after that will be
dispatched next day.

1. Pickup will be from
. . one location only,
Saudi National| fromeim facility in 3
Rivadh
2. Cutoff time will be

CZ::?;LZZ ?’nrieh at 15:00, any 1Ds after
8 that will be arranged

secure documents, p A,
needs to be handled or next day pickup

with care

Request
receive by : .
Ds read Pickup . Pickup
SMSA team Collect the IDs Pickup IDs ,
& prepare them The AWB will contain Arra.nge the arranged completed Validated 1Ds Unvalidated
for pickup the customer's pickup
e B
delivery address & the
branch code of the
near:itfh-ran(:;‘of Gvil SDC courier will
Proj Coor airsottice attempt delivery for 3
Completed working days
ID status
All of the 124 Q updated
alternative branches Sort IDs IDs sorted SMS message to be Scan POD
Print AWB of Civil ffairs if already Deliver IDs o
provided by the sent to Cnee notifying ————#
the ID has b
shipper & mapped to ™ deﬁver:dstoetir; ™
the nearest respective o .
STN branch of Civil Affairs,
along with address
Courier
Not deliver
Q Deliver POD status
Print AWB AWB printed Sort IDs for the 1Ds sorted completed Apply POD from updated
branch branch delivery Print branch SDM
altemative deliver record —»

Title: Saudi National ID - Project Code 183 Owner: Vinod Panicker C Actions O Feedback
Author: Bashayr Al sharidi Authorization: Authorized Diagram Version: 2 @ Change Log O Keywords

Date: 11/16/2023 Date: 11/21/2023 Review Date: None O Change Requests ® Read Only
Volume: 0.00 Per Second Cost Per Second: $ ,3.5,E-0317 F.T.E.: 0.00
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New Passport Proje(

These Passports are
considered high

1. Pickup will be from
one locationonly,
from Elm facility in
Riyadh
2. Cutoff time will be
at 15:00, any IDs after

SDC team to attempt
validation for 3
working days.
Validation Cutoff time
will be at 15:00, any
Pssports after that will

Version:

that will be arranged be dispatched next

d t:
secure documents, for next day pickup day.

needs to be handled
with care

Pickup
arranged

Pickup
completed

Request. G| Ready for
rece;\:m Collect the pickup
Passports &

prepare them
for pickup

Pickup
Passports Validated
Passports

The AWBwill contain rrange the
two delivery pickup
locati ek

e —

1 Allof the 13
alternative Office is
already provided by
the shipper & mapped

to the nearest
respective STN
2. SMS message 1o be

sent to Cnee showing
that the Passport was Passports Q

SDC courier will
attempt delivery for 3
working days

Completed

Passports POD updated

delivered tothe .
sorted delivered
branch of affairs, t Passports Deliver Scan POD

Print AWB —.)<

along with the Passports
location link

Passport Print branch Completed POD 10 branch POD status

Delivered delivery record updated

G

Passport to be
delivered to the
alternative

4’)(

STN Agent

STN Agent

O Actions O Feedback
@ Change Log O Keywords
O Change Requests ® Read Only

Owner: Vinod Panicker
Diagram Version: 2
Review Date: None
F.T.E.: 0.00

Title: New Passport Project - Project Code 188
Author: Bashayr Al sharidi Authorization: Authorized
Date: 11/16/2023 Date: 11/21/2023
Volume: 0.00 Per Second Cost Per Second: $ ,3.5,E-0317
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Date:

Volume
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Vehicle Plate - Project Code 119

+

POD status ) * POD updated
Request receive updated Request receive
by SMSA team Vehidle Plate by SMSA team Vehidle Plate
2-Way — 1-Way —X
L
Vehicle plates X Vehicle plates x
returned back returned back
Proj C
: Vehicle Plate - Project Code 119 Owner: Vinod Panicker C Actions O Feedback
. Bashayr Al sharidi Authorization: Authorized Diagram Version: 2 @ Change Log O Keywords
11/5/2023

: 0.00 Per Second

Date: 11/21/2023 Review Date: None O Change Requests ® Read Only
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Request receive

by SMSA team Collect the
Vehicle plates &
print the AWB
_

Title: Vehicle Plate 2-Way
Author: Bashayr Al sharidi
Date: 11/16/2023
Volume: 0.00 Per Second

New Landing Page - Level 1.1.5.2.6.5.3.1

1. Pickup will be from
one location only,
from Elm facility in
Riyadh
2. Cutoff time will be
at 15:00, any Plates
afterthat will be
arranged for next day
pickup

Veh

- In SSC system, it will
be shown thatthere is
an old/damaged plate
with AWB#needs to
be taken from
customer
- Old or damaged
Arrange the vehicle plates should

Ready for
pickup

Proj Coor

»

Send SMS to
Cnee to receive
the vehicle

plate

SSC Executive

will stayin SSCfor7
‘working days & daily
SMS will be sentto

ickup be received before
handing overthe new
vehide plates

Vehicle plates

Cnee

SMS sent Completed

Hand over
old/damaged
vehide plates

SSC Executive

Version: 3

Pre validated Shipts
with the hall SSC
address available

Vehicle plates
received

Pickup Q Shpts
upthe completed forwarded SSCto receive
the vehice
lates Send Shpts to |
SSC for HAL plates
Check
1d/d All of the Dscan & POD status
old/damage ate the updated
plates & damaged/old
confirms undelivered vehicle bt status

SSC Executive

Unvalidated

Authorization: Authorized
Date: 1/14/2024
Cost Per Second: $ ,3.5,E-0317

Return back to

the same ELM
printing

Courier

6

plates, after 7 days
‘working days will be

return back witha
new AWB

Vehicle plates
returned back

Owner: Vinod Panicker

Diagram Version: 3
Review Date: None

F.T.E.. 0.00
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@ Change Log O Keywords
O Change Requests ® Read Only
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Vehicle Pla

Reque ng Collect the Ready for )
SVISA tearm Vebhicle Plates & pickup
prepare them Arrange the
for pickup pickup

1. Pickup will be from
one location only,
from Elm facility in

2. Cutoff time will be
at 15:00, any IDs after
that will be arranged
for next day pickup

Riyadh

e —

Pickup
arranged

Pick up
completed

Pickup Shipts

Validated Shipts

Print AWB AWB printed

Sort Shipts

. Vehicle Plate 1-Way

. Bashayr Al sharidi
Date:
: 0.00 Per Second

11/16/2023

Authorization: Authorized
Date: 4/28/2024
Cost Per Second: $ ,3.5,E-0317

m For next day delivery

SDC courier will
attempt delivery for 3
working days

Courier

Version: 3

Shipts
delivered

Shipts sorted
Scan POD
Deliver Shipts

All undelivered
vehide plates, after 7

POD updated

—

working days will be
return back

Courier Courier

Not deliver

¢

Vehicle plates
Return back to returned back

Absher

Ops Agent

Owner: Vinod Panicker
Diagram Version: 3
Review Date: None
F.T.E.: 0.00

O Actions O Feedback
@ Change Log O Keywords
O Change Requests ® Read Only



New Landing Page - Level 1.1.5.2.7 Version: 3

m OPS - Stations

Pickup request with * E * E
Booking number from Shipment ready Retumto
call center Tl Sh‘ﬁ?s;‘gr’?’:’uagded for delivery Deliver station

shipment shipment

Director - Direct(_)r -
Operations Operations

v

v

Title: OPS - Stations Owner: Walid Abdalla Abdulhamid O Actions O Feedback
Author: Edwin Ramos Authorization: Authorized Diagram Version: 3 @ Change Log O Keywords
Date: 5/29/2017 Date: 5/28/2018 Review Date: None O Change Requests ® Read Only

Volume: 0.00 Per Second Cost Per Second: $ ,3.5,E-0317 F.T.E.: 0.00



@&

Determine if
payment is
required

New Landing Page - Level 1.1.5.2.7.1

Deliver Shipment

Check payments for
COD shipments &
Customs Duty charges

Customer M Scan Applied

signed

Apply POD Scan

Customer
Q accepts @ M
package Re ques'.[ proof of
delivery
signature from
customer

Courier

Customer
unable /
refuses to pay

@&

E Customer
contacted
Create
contingency plan
STN Manager
Delay on
route
Shipment
ready for E
delivery
Deliver shipment
» o customer
Customer

m e

Title: Deliver Shipme
Author: Edwin Ramos
Date: 5/23/2010

nt

Volume: 0.00 Per Second

Authorization: Authorized
Date: 12/17/2024
Cost Per Second: $ ,3.5,E-0317

Unable to effect
delivery

Missed
delivery M
Execute Missed

delivery
procedure

+

Courier
(s) CORE

Courier

Delivery
exception @ M
Execute delivery
exception
procedure

Future
delivery
required

—  »

Owner: Walid Abdalla Abdulhamid

Diagram Version: 7
Review Date: None
F.T.E.: 0.00

Debrief courier

Version: 7

Attach: Debrief policy

File report

O Feedback
@ Change Log ® Keywords
O Change Requests ® Read Only

O Actions



Proof of
delivery Down load
tracker data
—_—»

Title: De

Down load
completed

New Landing Page - Level 1.1.5.2.7.1.4

Debrief Courier

Link To:
Process UTL
Shipments

Exceptions
forwarded to
uTL

VAN vs POD
VAN = Out for delivery
POD = Proof of delivery

Information .
Deta available for Reconcile File report
Update CORE available reconciliation deliveries
system Run SIP/VAN vs. against delivery
POD/DEX Report report
—X

Courier - Priority
(s) CORE

brief Courier

Author: Edwin Ramos
Date: 5/30/2010
Volume: 0.00 Per Second

Supervisor -
Station

Supervisor -
Station

(s) CORE Reconciliation

unsuccessful

Ready for re-

Delivery record
delivery

Shipment
found, ready for

re-delivery Q

Physical search
of courier vehicle
& check other
documentation

Inform QRM, Sales &
Customer semice of
missing shipments

Link To:
Deliver Shipment

Supervisor -
Station

Owner: Walid Abdalla Abdulhamid
Diagram Version: 3
Review Date: None
F.T.E.: 0.00

Authorization: Authorized
Date: 4/3/2018
Cost Per Second: $ ,3.5,E-0317

Version: 3

O Actions
@ Change Log

O Feedback
® Keywords

O Change Requests ® Read Only



New Landing Page - Level 1.1.5.2.7.2 Version: 4

Attach: Pickup manifest
Mandatory fields: Booking
number, Customer name,
Ready time, Closing time

Plan according
to ready and
closing time

Pickup
request with Picku 5 .
Booking * z d '|p LEJ M O Pickup @ M * M Shipment Shipments * M Shipment
ber, details schedule Pickup plan picked up ) forwarded forwarded to
numII er trcrm dlspa‘td"led Record pickup Plan routes for Pickup shipment Auplvll";ak;‘n Scan to station Process the origin hub
call center Allocate to route to courier details on pickup (ks from customer by shipment at
» manifest p P type origin station

Courier Courier

(s) CORE

Title: Pickup Shipment Owner: Walid Abdalla Abdulhamid C Actions O Feedback

Author: Edwin Ramos Authorization: Authorized Diagram Version: 4 @ Change Log O Keywords

Date: 5/30/2017 Date: 12/17/2024 Review Date: None O Change Requests ® Read Only
Volume: 0.00 Per Second Cost Per Second: $ ,3.5,E-0317 F.T.E.: 0.00



Title
Author
Date
Volume

Pickup request

with Booking
number from
call center

. Allocate To Route
. Edwin Ramos

1 5/23/2010

: 0.00 Per Second

New Landing Page - Level 1.1.5.2.7.2.1

Allocate To Route

¥

Allocate pickup
request to route

Dispatcher -
Priority

Authorization
Date
Cost Per Second

Physic:
booking number to slip

allocated to
route

ally write

Pickups *

Allocate pickup
to courier

Dispatcher -
Priority

: Authorized
1 5/28/2018
- $,3.5E-0317

Pickup details
dispatched to
courier

- »

Owner: Walid Abdalla Abdulhamid
Diagram Version: 3.00
Review Date: None
F.T.E.: 0.00

Version: 3.00

O Actions O Feedback
@ Change Log ® Keywords
O Change Requests ® Read Only



Pickup request
with Booking

screen

Disptacher

(s) CORE

Title: Allocate Pickup Request to Route
Author: Edwin Ramos
Date: 5/23/2010
Volume: 0.00 Per Second

Check booking
number details thru the
Dispatch Queue

Authorization

Cost Per Second

New Landing Page - Level 1.1.5.2.7.2.1.1

Allocate Pickup Request to Route

Dfrd booking are
assigned under dfrd
stns (RUH, JED, DMM).
Dfrd stn team
assigning the pup

Pickup Request from the following sources:
1. Quick Booking

2. Interactive Voice Response (IVR)

3. SMSA Automated Manager (SAM)

booking to couriers
through WhatsApp
and Call

Booking details
available for
routing

g

Assign route in
CORE system
Dispatch Queue

: Authorized

Disptacher

(s) CORE

Pickups allocated
to route

Regular pickup
request (RPR)
from Sales Dept.

Date: 2/16/2023

- $,3.5E-0317

Owner: Walid Abdalla Abdulhamid

Diagram Version: 4

Review Date: None
F.T.E: 0.00

Version: 4

O Actions
@ Change Log

O Feedback
® Keywords

O Change Requests ® Read Only



New Landing Page - Level 1.1.5.2.7.2.1.2 Version: 3

m Allocate Pickup to Courier

Inform courier of special
requirements /
documentation

E.g. Repair & return
documen tation

Customs paperwork

Pickups
allocated to
route

Pickup details
accepted by
Courier

G

g

Request courier

to make pickup
[

Dispatcher -
Priority

Title: Allocate Pickup to Courier Owner: Walid Abdalla Abdulhamid C Actions O Feedback
Author: Edwin Ramos Authorization: Authorized Diagram Version: 3 @ Change Log ® Keywords
Date: 5/23/2010 Date: 4/3/2018 Review Date: None O Change Requests ® Read Only

Volume: 0.00 Per Second Cost Per Second: $ ,3.5,E-0317 F.T.E.: 0.00



Title
Author
Date
Volume

Pickup plan

¥

Pickup document
shipment

New Landing Page - Level 1.1.5.2.7.2.4

Shipments ready
for forwarding to
station

Do a Run
Dispatch with all
Couriers

Pickup shipment from customer by type

Shipment forwarded to station

v

Courier -
Priority

‘-I

Pickup non-
document

shipment

Courier -
Priority

Dispatcher -
Priority

Execute Missed
pickup procedure

Missed pickup,
advise dispatch

Unable to effect
pickup

Pickup delayed
on route station
informed

Create
contingency plan

Courier -
Priority

Execute pickup
exception
procedure

Station
Manager - Main
Station

Future pickup
required

Courier -
Priority

Prckup
exception,
advse dispatch

. Pickup shipment from customer by type
Authorization: Authorized
Date: 5/28/2018
Cost Per Second: $ ,3.5,E-0317

. Edwin Ramos

: 5/30/2017

: 0.00 Per Second

Courier -
Priority

Owner: Walid Abdalla Abdulhamid
Diagram Version: 3
Review Date: None
F.T.E.: 0.00

Version: 3

O Actions
@ Change Log

O Feedback
O Keywords

O Change Requests ® Read Only



New Landing Page - Level 1.1.5.2.7.2.4.2 Version: 4

m Pickup Document Shipment

Pickup
Shipment

Shipment not
accepted

Assigned Booking are
closed once PUP scan
is applied

Consult SRG

International . N . Shipments
. L['J Q Signed copy o Credit Accept shipments 0l P
Pickup plan anumenT of waybill Determine if payment shipments Picked up & Q forwarded to
Accept shipment Accept shipmentis Apply Pickup origin station
document international credit or cash from Scan
) shipment shipment Customer upUP"
Courier Courier Courier
. s) CORE
High value Domestic (s)
shipment document Cash payment
shipment
Cash collected
receiptissued
I @ P
Process high Valid Collect cash
value o a.te payment
. wayhill
shipment s
N
Seal number Non payment
is recorded on shipment not

Couter o | il e

customer

Title: Pickup Document Shipment Owner: Walid Abdalla Abdulhamid C Actions O Feedback
Author: Edwin Ramos Authorization: Authorized Diagram Version: 4 @ Change Log ® Keywords

Date: 5/23/2010 Date: 12/17/2024 Review Date: None O Change Requests ® Read Only
Volume: 0.00 Per Second Cost Per Second: $ ,3.5,E-0317 F.T.E.: 0.00



Title
Author
Date
Volume

New Landing Page - Level 1.1.5.2.7.2.4.2.2

Package is
estimated less
than 10 kg and/or
less than 100 cm
square

a

High value Estimate

shipment package
dimension &
R weight

Package is

estimated more

Courier - than 10 kg andfor

Priority more than 100 cm
square

: Process High Value Shipment
: Edwin Ramos

. 5/25/2010

: 0.00 Per Second

Authorization:

Date:

Cost Per Second:

Process High Value Shipment

For smaller
shipments use
Pre Printed
Sealed Bag

Courier -
Priority

For larger
shipments use
Pre Punched
Black Banded
Bag

Courier -
Priority

Authorized
5/28/2018
$ ,3.5,E-0317

1) Customer MUST witness the placing of the shipment & the sealing of the
bag
2) The seal No. must be recorded on the AWB and and witnessed by the
customer
3) The detached part of the sealed bag with the seal No. must be given to the
customer for their reference
4) Customer must witness the placing of the shipment and sealing of the bag

1) Customer MUST witness the placing of the shipment & the sealing of the
bag (SMSA Express Red seal to be weaved & out holes and pulled tight)
2) The seal No. must be recorded on the AWB by the customer & initialled
3) Customer must witness the placing of the shipment and sealing of the bag

¢

Owner: Walid Abdalla Abdulhamid

Diagram Version: 3
Review Date: None
F.T.E.: 0.00

Version: 3

O Actions
@ Change Log

O Feedback
® Keywords

O Change Requests ® Read Only



Title
Author
Date
Volume

]

Process repair
& return
shipment

New Landing Page - Level 1.1.5.2.7.2.4.3

Pickup Non-Document Shipment

Repair and return

Ensure required
paperwork per
destination (Service
reference guide
(sRG))

shipment
International Q
Pickup non-document 1] signed 1] Shipment L Credit
plan ; Y shipment copy of ready Determine if payment Accept
Accept ; Determine shipmentis shipment
Accept non- i ional waybil i credit or cash from
document |nternatlona |ns‘urance
. shipment requirements customer
- p shipment
5 Courier
Courier
High value Domestic Cash
shipment non-document payment
shipment
4+ 4 d
Process high . Collect cash
value validate payment
shipment waybill —»(
Non payment
Seal numberis shipment not
recorded on accepted
cotiet et m courer
initialled by
customer

: Pickup Non-Document Shipment

. Edwin Ramos
1 5/23/2010
: 0.00 Per Second

Authorization: Authorized
Date: 12/17/2024
Cost Per Second: $ ,3.5,E-0317

Owner: Walid Abdalla Abdulhamid
Diagram Version: 5
Review Date: None
F.T.E.: 0.00

Version: 5

Dfrd crr inform pup
done to stn. Stn team
close the booking
withdummy AWB

Assigned Booking are
closed once PUP scan
is applied

Q shipments L[‘J D Shipments
Picked up forwarded to
Apply Pickup originstation
Scan

“pyp"

Courier
(s) CORE

Cash collected
receiptissued

O Actions

@ Change Log ® Keywords

@ Change Requests ® Read Only

O Feedback



Title
Author
Date
Volume

New Landing Page - Level 1.1.5.2.7.2.4.3.2

Accept Non-Document Shipment

Is package in original
intact package or
tampered

Not intact or ﬂ!:l:g:)i:?{;l
Pickuy onginal shipmen
D\ﬁﬂp Q paokgaging l%h o
verify shipmen eck Tornan- >
» p:’ckagping t acceptable items
—
Domestic non-
Courier - Priority Courier - Priority "S%f:r;”;’:t‘
Domestic non- International
document non-document shipment pick
shipment shipment up exception,
advise dispatch
: Accept Non-Document Shipment Owner: Walid Abdalla Abdulhamid
. Edwin Ramos Authorization: Authorized Diagram Version: 3
: 5/23/2010 Date: 5/28/2018 Review Date: None

: 0.00 Per Second

Cost Per Second: $ ,3.5,E-0317 F.T.E.: 0.00

Version: 3

O Actions O Feedback
@ Change Log ® Keywords
O Change Requests ® Read Only



» dimension &

Title
Author
Date
Volume

New Landing Page - Level 1.1.5.2.7.2.4.3.3

Package is
estimated less than
10 kg and/or less
than 100 cm square

Process High Value Shipment

1) Customer MUST witness the placing of the shipment & the sealing of the
bag
2) The seal No. must be recorded on the AWB and and witnessed by the
customer
3) The detached part of the sealed bag with the seal No. must be given to the
) customer for their reference
| 4) Customer must witness the placing of the shipment and sealing of the bag

For smaller
shipments use
Pre Printed

High value C
shipment Estimate

package

weight

Courier -
Priority

Sealed Bag

Seal number is recorded
on the AWB and inttialled
by customer

Courier -
Priority

1) Customer MUST witness the placing of the shipment & the sealing of the
bag (SMSA Express Red seal to be weaved & out holes and pulled tight)
2) The seal No. must be recorded on the AWB by the customer & initialled
3) Customer must witness the placing of the shipment and sealing of the bag

For larger
shipments use
Pre Punched

Package is
estimated more than
10 kg and/or more
than 100 ¢m square

: Process High Value Shipment

Black Banded
Bag

Courier -
Priority

: Edwin Ramos
: 5/23/2010
: 0.00 Per Second

Authorization:
Date:
Cost Per Second:

Authorized
5/28/2018
$ ,3.5,E-0317

Owner: Walid Abdalla Abdulhamid
Diagram Version: 3
Review Date: None
F.T.E.: 0.00

Version: 3

O Feedback
@ Change Log ® Keywords
O Change Requests ® Read Only

O Actions



New Landing Page - Level 1.1.5.2.7.2.5 Version: 3

m Process the shipment at origin station

Attach: Debrief policy
Hand over of high value shipments

Shipments Custom duty, cash, repair & return
mw;:ﬂiﬁ © * Check 55:;’:;92;50'5“ ps
Process
document
shipments
* Q T’u?\n:"apr:ine%n:u
Courier - Pickup i origin hub
Priority Manifest DEb'.mf
completed courier "
e
4
Process non- Shipping Co-
e ordinator
shipments
Courier -
Title: Process the shipment at origin station Owner: Walid Abdalla Abdulhamid C Actions O Feedback
Author: Edwin Ramos Authorization: Authorized Diagram Version: 3 @ Change Log O Keywords
Date: 5/30/2017 Date: 5/28/2018 Review Date: None O Change Requests ® Read Only

Volume: 0.00 Per Second Cost Per Second: $ ,3.5,E-0317 F.T.E.: 0.00



New Landing Page - Level 1.1.5.2.7.2.5.1

m Late pickup at

Pickup
Manifest
completed

> System Dispatch

Title
Author
Date
Volume

customer
Next day pickup with
Customer Senices

Pickup amanged
for following day
Arrange pickup

Supervisor -

Station

Missed
pickups

Reconcile pickups
accomplished
versus CORE

Debrief Courier

Reconcile cash
pickups against
cash collected

Missing funds

Reconcile customs
duties collected
against receipt
voucher & list

Reconciliation carried

Queue

Dispatcher -
Priority

. Debrief Courier
. Edwin Ramos

: 5/30/2010

: 0.00 Per Second

Reconcile high
value shipments
versus CORE

Debrief complete

Collect
Cash
From

Request courier
acknowledgement
of debt for shortfall

Courier

¢

Courier signs
acknowledgement

?

Reconcile repair &
return shipments
versus CORE

System Dispatch
Queue

Handler - Hub

Notify QRM of discrepancy

System Dispatch
Queue

Supervisor -
Station

Issues resolved,

tomer service
of problem

Move shipments to
secure cage

Supervisor -

Station

Authorization: Authorized
Date: 5/28/2018
Cost Per Second: $ ,3.5,E-0317

Owner: Walid Abdalla Abdulhamid
Diagram Version: 3

Review Date: None
F.T.E.: 0.00

forwarded to origin hub

v

Unresolved issues,
retum to customer

v

Version: 3

O Actions
@ Change Log

O Feedback
® Keywords

O Change Requests ® Read Only
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Shipments Weight

received by recorded on

Weigh the waybill
shipment

station

NN

Process Document Shipments

]

Complete waybil |

Completed
wavyhbill

Title: Process Document Shipments
Author: Edwin Ramos Authorization: Authorized
Date: 5/23/2010 Date: 12/17/2024
Volume: 0.00 Per Second Cost Per Second: $ ,3.5,E-0317

Courier

Owner: Walid Abdalla Abdulhamid

Diagram Version: 4

Review Date: None
F.T.E: 0.00

Apply SOP Scan

Shipment
forwarded to
origin HUB

—>X

O Actions
@ Change Log

Version: 4

O Feedback
® Keywords

O Change Requests ® Read Only



New Landing Page - Level 1.1.5.2.7.2.5.3 Version: 4

m Process Non-Document Shipments

Weight &
dimensions
" recorded on "
Shipments @ bill, si L['J Completed Shipment
R waybill, single
received by X waybill forwarded to
Station package Origin HUB

Apply SOP Scan

Weigh the shipment
& take dimensions

Complete waybill
— X

Multiple piece
shipment
Weight & dimensions
recorded on waybill,
@ multiple package

Place multiple piece
shipment ( MPS)
sticker on packages

Title: Process Non-Document Shipments Owner: Walid Abdalla Abdulhamid C Actions O Feedback
Author: Edwin Ramos Authorization: Authorized Diagram Version: 4 @ Change Log ® Keywords
Date: 5/23/2010 Date: 12/17/2024 Review Date: None O Change Requests ® Read Only

Volume: 0.00 Per Second Cost Per Second: $ ,3.5,E-0317 F.T.E.: 0.00



New Landing Page - Level 1.1.5.2.8

OPS - UTL Process

1st: Scan the barcode or

2nd: Enter the contact number

Shipments
with
incomplete
LINK FROM: address Check shipment
Operations details in UTL
Inbound App
Process

Operations
Agent - Station

Details
available in
database

Pint label &
attach with
shipment

Operations
Agent - Station

UTLAgent
Ship i@
ready for
delivery

LINKTO:
Operations
Delivery
Process

Title: OPS - UTL Process
Author: Edwin Ramos
Date: 5/30/2017
Volume: 0.00 Per Second

Details not
available in
database

Authorization: Authorized

Operations
Agent - Station

Operations
Agent - Station

UTLAgent UTL Agent

(s) CORE

Shipment
Apply Scan ready for ‘
UTLIn completed Assign AWB for Validation
e Csvalidation Validate the
shipment
Operations Operations Customer
Agent - Station Agent - Station Support Agent
UTLAgent (s) Spanel Address
Shipment appear validated
CORE
) on Print Validated
Shipment screen
Q Validated Appl Shipment
Print validated address o ont ready for
address &attach attached scan delivery Link To:
to shipment Operations
» Delivery
Process

Owner: Walid Abdalla Abdulhamid

Date: 9/2/2019

Cost Per Second: $ ,3.5,E-0317

Diagram Version: 5
Review Date: None

F.T.E.: 0.00

Version: 5

O Actions O Feedback
@ Change Log O Keywords
O Change Requests ® Read Only



Title
Author
Date
Volume

: Validate the Shipment

: Edwin Ramos
- 4/10/2018
: 0.00 Per Second

Shipment
ready for
validation

New Landing Page - Level 1.1.5.2.8.2

Process CS

_— > E-Comm

Receipient

shipments

Validation Non

Customer
Support Agent

data received
from E-Comm
Co.

————>

Process CS
Validation E-
Comm
shipments

Validate the Shipment
Address
Validated Link To:
Operations
————p»  Delivery
Process
Address
Confirmed Link To:
Operations
I  Delivery

Customer
Support Agent

Authorization: Authorized
Date: 10/3/2018
Cost Per Second: $ ,3.5,E-0317

Process

Owner

Diagram Version:

Review Date
FTE

: Walid Abdalla Abdulhamid

1
: None

.2 0.00

Version: 1

O Actions
@ Change Log

O Feedback
O Keywords

O Change Requests ® Read Only



Shipment ready
for validation

N

Title
Author
Date
Volume

Click on update
Physical UTL
Shipments

Customer
Support Agent

Click the AWB
viewed on the

Dataretrieved
screen

New Landing Page - Level 1.1.5.2.8.2.14

CS Validation - Non E-Comm Shipments

Version:

Get customer complete
delivery address

Cnee info
available in Cnee
CORE Q o Q
Copy the AWB contacte: Update
AWB selected number SR Contact the CUm_P|Eiﬂ
in CORE customer delivery
address

Customer
Support Agent

Apply NO DATA scan
from drop down list

Physical
validation of Q
shipment
Re-assign the
AWB 10 OPS Info saved in
D — main database.
Complete
delivery address
needs to be
updated.

Customer
Support Agent

Check AWB
image

Customer
Support Agent

Customer
Support Agent

AWB image
available

Apply DEX scan
from drop down
list

Customer

Consignee Support Agent

replied

Customer
Support Agent

Send email/create
ticket to origin

Customer
Support Agent

Contact shipper for Non E-
comm shipments and send
email/create ticket to origin

Change status to
CLEARED &
click UPDATE

System will
automatically remove
the non validated
AWB's after five days
from the CS screen
and will assign itto
0PSto keep it for next
five days as overdue
and then process it as
per RTS/OVG policy

Address
updated

»

Shipment Re o reply from
attempted Contact customer
consignee for 5
days

Customer
Support Agent

-

forwarded to

Print |abel OPS

UTL Agent

: CS Validation - Non E-Comm Shipments

: Edwin Ramos
1 7/14/2018
: 0.00 Per Second

Authorization
Date
Cost Per Second

LINKTO:
Operations
Delivery
Process

: Authorized
: 10/3/2018
- $,3.5E-0317

A

Owner

Diagram Version:

Review Date
FTE

: Walid Abdalla Abdulhamid
1
: None

.2 0.00

AWB's
Process non assigned LINKTO:
validated AWB Operations
RTS/OVG
Process

Customer
Support Agent

(s) CORE

O Actions O Feedback
@ Change Log O Keywords
O Change Requests ® Read Only
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CS Validation - E-Comm Shipments

Press 1: Hold at Location based on history

Retail HAL histos
v Press 2: Speak to a Validation Agent

Recipients’
HAL Delivery
data received i
ffom E-Comm Identify Address Q history Customer Q Option1
companies address if not Check available Send Auto-call responds Give customer selected LINK TO:
permanent permanent delivery options to Operations
-  0» history select Delivery
Process
Customer Customer Customer
Support Agent Support Agent Support Agent
(s) CORE (s) CORE No response (s) CORE Option 2 Confirmed
HAL Del after 24 hours selected delivery addressis
Permanent history not stored in database
address available
<
Delivery
No response address
; from Customer firmed
Save address Sh.a'e I.UC“'U" customer Call customer responds Validate the contirme: LINK TD:
in database link via SMS Operations
address .
Delivery
Process
Customer Customer Customer Customer
Support Agent Support Agent Support Support
Agent
s) CORE (s) CORE
Customer addresse| (s customer
available in database Responds (s) CORE

LINK TO:
Operations
UTL Process

Title: CS Validation - E-Comm Shipments

Author: Edwin Ramos
Date: 7/14/2018
Volume: 0.00 Per Second

LINK TO: LINK TO:

Operations Operations
Delivery Station Process
Process

Owner: Walid Abdalla Abdulhamid
Diagram Version: 1
Review Date: None
F.T.E.: 0.00

Authorization: Authorized
Date: 10/3/2018
Cost Per Second: $ ,3.5,E-0317

O Actions

@ Change Log

Version: 1

O Feedback
O Keywords

O Change Requests ® Read Only



Shipments for
destroy

——————— P Centralized

R EEE—

No update
Received
(Unclaimed)

Title: OPS - Overgoods
Author: Edwin Ramos
Date: 5/30/2017

¥

Overgoods
Section Riyadh

Director -
Operations

Authorization: Authorized

Date: 5/

New Landing Page - Level 1.1.5.2.9

OPS - Overgoods

Shipments
disposed

—»(

-

Shpts for HAL/
delivery

Owner: Walid Abdalla Abdulhamid

Diagram Version: 3

28/2018 Review Date: None
Volume: 0.00 Per Second Cost Per Second: $ ,3.5,E-0317

F.T.E.: 0.00

Version: 3

O Actions O Feedback
@ Change Log O Keywords
O Change Requests ® Read Only
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Disposed once it
expired or reac hed six

months without claim

disposing will be under

. supenvision by security

Centralized Overgoods Process & documented in the
file

Shpts for
HAL

0 »

Shipments
contain food
items

Both DOCS & NDOCS,
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NDOCS
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forward to LH

«—
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delivery
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Print curent CORE
details & attach to
the shipment
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manifest
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Handover Shipt to
» Receive hand- , B 1
from Station inventory to
over R Legal Shpt: such as

-

official documents &
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0
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file

0
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>
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manifest
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Owner: Walid Abdalla Abdulhamid
Diagram Version: 4

Review Date: None
F.T.E: 0.00

Title: Centralized Overgoods Process
Author: Edwin Ramos Authorization: Authorized
Date: 6/23/2012 Date: 7/25/2023
Volume: 0.00 Per Second Cost Per Second: $ ,3.5,E-0317
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m OPS - E-Commerce

Shipments SIM Card
LH truck forwarded to ~
a;ltivt(?s at * SSC Job created by * delivered
ation customer
EE——
oA ] owene %
N
Delivery FWRD to
completed nearest SSC
Submission
completed
H . Shipts returned to STN
truc)
arrives at ‘ »
station
Ecom Sub Station Shipts delivered
N Process
E——
Reconcile completed
Link to:
- » FIN - Collections
Ops Mngr - LMX
Foreword to
Main Station
Title: OPS - E-Commerce Owner: Walid Abdalla Abdulhamid O Actions O Feedback
Author: Edwin Ramos Authorization: Authorized Diagram Version: 5 @ Change Log O Keywords
Date: 9/17/2018 Date: 6/12/2025 Review Date: None O Change Requests ® Read Only
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manifest

Security seal must be
intact & seal number
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arives ()| Shiomens
station from truck
Check security
seal
R
Security
Officer
Title: Process Last Mile Delivery
Author: Edwin Ramos
Date: 9/17/2018

Volume

: 0.00 Per Second

Perform SIP
scan

Sorter- LMX

(s) CORE

New Landing Page - Level 1.1.5.2.10.2

Process Last Mile Delivery

Shipments for

* Shipments
forwarded to

5sC

Apply HAL scan

shipments

HALat SSC
SIP =Station Inbound
Package
Shipments
Q @ for door-to-
Scan door
completed Sortthe delivery

Station Agent -
MX

* Delivery
Process completed

shipments for
door-to-door

Authorization: Authorized

Date: 7/5/2021

Cost Per Second: $ ,3.5,E-0317

delivery

Courier - LMX

Owner: Walid Abdalla Abdulhamid

Diagram Version: 2

Review Date: None
F.T.E: 0.00

-

¥
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Version: 2
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m Process Shipments for D2D Delivery

DEX shipment
from previous

day
Shipments for D2D
i Route-wise
delivery @ sort s @ Courier ready
can
completed Perform VAN completed for departure
————— ¥ sont shipments scan P Process Gate
Shipment received by route Pass
from sDC

serer K courier m

Verify Gate Pass
against courierapp
scan
LBT = Leave Building
Time

Courier calls customer
to confirm availability
to receive the shpt

Supervisor signs Gate
Pass

Courier

Shipment Q arrived at ; Delivery
customer
Q All areas Q ready for Courier Jogati completed
cleared Verify Gate loading . departed Proceed to ocation Deliver
Check fresh Pass & Load shm-mem assigned route shipment
shpts area & erform LBT tovehicle 'x
DEX area P
scan

Courier

Supvr - LMX Sec Officer

(s) CORE

Title: Process Shipments for D2D Delivery Owner: Walid Abdalla Abdulhamid C Actions O Feedback

Author: Edwin Ramos Authorization: Authorized Diagram Version: 2 @ Change Log O Keywords

Date: 10/1/2018 Date: 8/25/2024 Review Date: None O Change Requests ® Read Only
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Deliver Shipment

Courier to verify PIN

Exception
Step 1- Apply DEX
Step 2 - Identify DEX
Step 3- Confirm DEX
Step 4- Submit DEX

Courier

Shipment
cannot be
delivered

DEX shipment

Q Courier 5 Forward fornext day
back to shlpme.nt back delivery
Perform DEX station to station for
scan nextday
delivery 4..

Courier

(s) CORE

. Deliver Shipment
. Edwin Ramos
10/2/2018

: 0.00 Per Second

Authorization: Authorized
Date: 9/12/2024
Cost Per Second: $ ,3.5,E-0317

Courier

Customer
accepts the
shipment

Version: 2

DEL = Delivery

Delivery
Perform DEL completed

scan

Courier

. - upon delivery else if
Courierto utilize Courier to utilize Courier to utilize no PIN, courier to
Courierto te delivery pin the whatsapp the next enter recipient name
utilize app option option delivery option & 1D number on App.
features to appearing on appearing on appearing on Otherwise, no
ease delivery app arp app delivery can be
completed.
Check ID &/or mobile
Courier number m courier
Customer Receipt Handover
Q identity Inform Customer Collect voucher shipmentto
Contact confirmed customer of agrees to issued ) PIN Verify customer
customer & charges to be pay payment from Verify PIN
establish paid customer
identity
P ey m

Owner: Walid Abdalla Abdulhamid
Diagram Version: 2
Review Date: None
F.T.E.: 0.00
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OMNI Project

Version: 3

Job created by Request Request Proceed to
customer Identified dispatched S5C
Receive the Assign iob 1o Receive the job
request from cfulier for pickup & Hand overSIM
» SPANEL delivery
e ]
Handover
completed
CRR arrives at PIN confirmed SIM Card
POD "
customer eted 4 delivered
. complete Handover SIM
location . Scan & appl
Apply PUP scan Verify PIN canpogpp ¥ Card to
customer —»<
After 2nd DEX scan,
Shpt not forward shpt to .
delivered nearest SSC 2nd delivery
attempt
Scan Handover
completed completed

FWRD to
nearest SSC

-

Apply DEX

Courier

Authorization: Authorized
Date: 2/22/2023
Cost Per Second: $ ,3.5,E-0317

Print AWB &
sort for 2nd day
delivery

Handover SIM
Card to STN

Ops Agent

Owner: Walid Abdalla Abdulhamid

Diagram Version: 3
Review Date: None
F.T.E.. 0.00
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New Landing Page - Level 1.1.5.2.10.4

Ecom Sub Station Process

Submission

completed
Shipts returned to STN

LH track ‘ Shipments ‘
arrives at STN OFD N
Shipts delivered
Connection Delivery
—_—P 4»(
Reconcile completed
Link to:
> FIN - Collections

Ops Mngr - LMX Ops Mngr - LMX

Requst pick * Foreword to
up received Main Station

Reverse Pickup

_

Ops Mngr - LMX

Owner: Walid Abdalla Abdulhamid
Diagram Version: 2
Review Date: None
F.T.E.: 0.00

Authorization: Authorized
Date: 6/12/2025
Cost Per Second: $ ,3.5,E-0317

Version: 2
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m Ecom Sub Station Process - Connection

Title
Author
Date
Volume

sorting shipments
based on destination

TSS Scan to be applied on Cons &
Rt# to be updated in manifest

Version: 2

OFD: Out for delivery

Shits sonad ey Ve ey
Prepared Forward shipts to . over Vanscan &
) Prepare the concern Sub Shipts to be sort repare gate
- ¥ Sort shipments manifest & Cons station &handedoverto " ppassg
courier .
: Ecom Sub Station Process - Connection Owner: Walid Abdalla Abdulhamid O Actions O Feedback
: Nouf Al Rammah Authorization: Authorized Diagram Version: 2 @ Change Log O Keywords
: 4/20/2025 Date: 6/12/2025 Review Date: None O Change Requests ® Read Only
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m Ecom Sub Station Process - Delivery X

Submission
completed

Sent with NR AWB to
main station

Identification Hand-over Shipt Shipment (]
verified to custome & delivered
apply POD scan Cash/Spanto be
4.)( submitted to

cashier

* Cash /credit card payment
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provide acknowledgment with
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receiving cash/span
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remote location
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Courier Courier
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e changes ddress Courier to apply comment with shpt
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redelivery
Address changed PV to be
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Courier Courier
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for Return
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1 d g
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—»
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Title: Ecom Sub Station Process - Delivery Owner: Walid Abdalla Abdulhamid C Actions O Feedback
Author: Nouf Al Rammah Authorization: Authorized Diagram Version: 2 @ Change Log O Keywords

Date: 4/20/2025 Date: 6/12/2025 Review Date: None O Change Requests ® Read Only
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m Ecom Sub Station Process - Reverse Pickup

Shipment not
accepted

Refer to the
attachment

PUP- Pickup Reverse Pickup AWB

Requst pick CRR arrives at

Shipment Requst pick

@ ¢

up received cnee location No accepted up received Printed & Fo(eworc!to
Assign Courier Issue with pick Inspect shipment repacked . Main Station
forPickup up acceptability Apply "PUP" Scan P”?;:av:f& Connsetg?;)nMam
—
STN Agent Courier
Re-deliver
Reverse Pickup
Courier
Title: Ecom Sub Station Process - Reverse Pickup Owner: Walid Abdalla Abdulhamid C Actions O Feedback
Author: Nouf Al Rammah Authorization: Authorized Diagram Version: 2 @ Change Log O Keywords
Date: 4/20/2025 Date: 6/12/2025 Review Date: None O Change Requests ® Read Only
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Title: Gateway Process Owner: Walid Abdalla Abdulhamid
Author: Mohammed Ahmed Khan Authorization: Authorized Diagram Version: 1
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Inspection process

Systemwill
segregation manifest
basedon LV & HV
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Low Value ceared Low value
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Authorization: Authorized
Date: 7/15/2024
Cost Per Second: $ ,3.5,E-0317

Owner: Walid Abdalla Abdulhamid
Diagram Version: 2
Review Date: None
F.T.E.: 0.00
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Clearance Agent
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prohibited items

Shipments not Determine Shipments with
cleared reason for documentation issues
uncleared
shipments

Clearance Agent

Clearance
Coordinator

Title: Resolved clearance issues
Author: Mohammed Ahmed Khan
Date: 4/5/2020
Volume: 0.00 Per Second

Authorization: Authorized

Request
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— X
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Shipments RTO

v
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=

Link To:
Packages
that value
less than
1000 SAR
Documents must
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Version: 1
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2
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Place shipments
in temporary
storage for hold
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Owner: Walid Abdalla Abdulhamid

Diagram Version: 1
Review Date: None
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(shipments above Prepare Physically
SAR 1000) document tation Document tation inspect
and Bayan prepared shipments
paperwork

Clearance Custom agent
Coordinator
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v

Title: Place shipments in temporary storage for hold Owner: Walid Abdalla Abdulhamid C Actions O Feedback
Author: Mohammed Ahmed Khan Authorization: Authorized Diagram Version: 1 @ Change Log O Keywords
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m (Import)High value shipments above 1000 SAR Process Level 2

After Cross check
tracking numbers of
packages vs SV
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Cl- Contact shipper
ID- Send list to CS

Clearance
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resolved
Q Shipments Documents Q Check Shipment Shipments not
- on hold Pull AWB and retrieved Completed not cleared . . approved/cleared
Place shipments supporting Checkif Cl & Inspect shipment on X-ray Phyz:ﬁzlge':ife o for release
in temporary documents Customer 1D on X-ray
storage available X
——————>
Shipment
cleared on
Clearance
Approved
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Cus‘toms.statements Dutiable release scan
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»E
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Title: (Import)High value shipments above 1000 SAR Process Level 2 Owner: Walid Abdalla Abdulhamid C Actions O Feedback
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Apply scans.

Clearance
issues
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Load clear shi
shipment on ipments Shipments Load vehide Shipment
pallets movedto . unloaded and forwarded to
processing area Scan shipments scanned LH
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—_———»
passed and no new
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overage . i scans
/shortagge Shipment tol/H Shipment not origin search Shipment found poly
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X

Title: Packages that value less than 1000 SAR Owner: Walid Abdalla Abdulhamid C Actions O Feedback
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The following
documents are sent to
the export clearance
agent: - Master Airway
Bill - Commercial
Invoice - Cargo
Meanifest - Washaj
Invoice - Security
Undertaking - Washaj
Manifest -
Authorization -Two
copies of the
Declaration of
Contents - Declaration
of Dangerous Goods
(if applicable)

For Courier
shipments: The
following documents
are sent to the export
clearance agent: -
Master Airway Bill -
Commercial Invoice -
Cargo Manifest -
‘Washaj Invoice -
Security Undertaking -
Washaj Manifest

Shipments &
documentation
received

For Cargo shipments:

Print Bayans through
system
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handling agent) for
approval

Complete Cargo
Acceptance forms

Level 5
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approved by customs Shipments
returned
Return shipments
‘o HUB
—
Bayans not approved
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Only for Cargo
Bayans D Forms Handover forms to Forms
printed completed approved

Clear Agt
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Bayan for customs
and carrierauthority
approval

Clear Agt

Bayans
Approve

Print final Bayan

. Export Declarations Filing & Archiving & Level 5
: Mohammed Ahmed Khan

: 6/10/2020

: 0.00 Per Second

Authorization
Date
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printed boxes moved
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Process Filing and
Archiving X
%

Clear Agt

. Authorized
1 7/15/2024

- $,3.5E-0317
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Diagram Version: 2
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Clear Coor
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Process Filing and Archiving

Each shipments
documents must be
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order: Airway Bill,
Invoice, Bayan, other
permits as applicable

scanned

Documents

Uploads must be
indexed using the

Airway Bill number

Upload
complete

Upload scans on
Share point

Clear Coor

Cost Per Second: $ ,3.5,E-0317

scanning date and the

Once a folder fora
specific date is full it
isplaced in a SMSA
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Q Folders
moved Move archive
Place documents boxes to SMSA
in folders warehouse
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Clear Coor Clear Coor

Owner: Walid Abdalla Abdulhamid
Diagram Version: 2

Review Date: None
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Version: 2
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m RTO Process

Long Haul Routes such as
USA & UK should
minimum 100 KG Weight
to cover Airline cost

DEX 14 scan must be
applied

Shipments Q Shipment Origin Q
Shi ts with heldin on hold for notified
;F:,T:Sro'hs,:g " P|3CEI - storage 15days Notify origin of
h shipments in Initiate RTO designated
clearance issues storage for RTO process shipments RTO ApplyScans
—_—»

pandler” Clear Coor
Clearance

Scans
Applied
Copy taken for old After Customs
and new AWB Approvel

New RTS Q Copies Forward & Q Handover * Shipment
Prepare RTS AWB prepared Forward weight Booking completed Complete readyfor
AWB andId :haist:qt:str:; Prepare copies & Quantlt;f to completed notification dispatch

rQT\X’ZO P of AWB and b LHk‘tea'X‘ ﬁr Handover the and

manifest ooKing Airline load to GHA documentation
Space process 4»<

(e OB team
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Date: 3/3/2020 Date: 7/15/2024 Review Date: None O Change Requests ® Read Only
Volume: 0.00 Per Second Cost Per Second: $ ,3.5,E-0317 F.T.E.: 0.00



New Landing Page - Level 1.1.5.2.14.3.17 Version: 2

m Complete notification and documentation process

Documentation Destination Labels pasted

forwarded notified
Forward pre- Attach airline Prepare RTO
alertto labels onthe formfor
destination shipments customs

Handover RTO form to
the customs manager,
Clear Coor customs security, and
outbound customs
officerto be signed
and approve

Clear Agt

Forms
prepared
Shipments Q Forms approved Shipment ready
cleared fordispatch
s}l?:ie::ts Handover RTO Apply RTO scans
through X-ray form to customs on shipments
for approval
X
Shipments not Forms not
cleared approved
X X
Title: Complete notification and documentation process Owner: Walid Abdalla Abdulhamid C Actions O Feedback
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m KSA - Customer Services Department

R [&

Contact Center Customer Care

Title: KSA - Customer Services Department Owner: Gandi S. Ibrahim C Actions O Feedback
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Callfrom
customer

Title: CSD - Contact Center
Author: Edwin Ramos

Date: 5/23/2017
Volume

: 0.00 Per Second

|

Accept call

New Landing Page

G

1. Agent should report as per schedule and log
into the telephone system to accept the calls.
2. Call should be picked up within 3 rings
3. Customer greetings as specified by the
management (eg: Good Morning Customer
Service, ABC Speaking, How May | Help You)
4. Maintain talk time within the benchmark
5. Ensure TSF (Telephone Service Factor)
within the benchmark
6. Enusre Abandoned Calls minimized within
the benchmark

rt Center

Deal with call

Route to operations

$ 4

Call answered

Receive

Encrypted File
from Customer

Action the call

- Level 1.1.5.4.1

Follow up with
appropriate
departments
depending on nature
of issue

4|

Ticket closed

Action to call Follow up * E
performed Performed
Perform Perform
department customer follow
follow ups ups
Waybill is automatically
* @ E printed at
SDC_OPS_Dispatch
Manage Special Center
Delivery Channel .
Ay

Authorization: Authorized

Supvr - SDCVal
Ctr

Owner: Gandi S. Ibrahim
Diagram Version: 4

Date: 2/26/2023

Cost Per Second: $ ,3.5,E-0317

Review Date: None
F.T.E.: 0.00

O Actions
@ Change Log

—.x

Version: 4

O Feedback
O Keywords

O Change Requests ® Read Only
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. Attach: Booking Policy 1\
Action the Call @ U ea
Pickup Booking
@ M Q completed
Request for
Booking
"X

Attach: Tracking Policy

Tracking

m Completed,

u M Q Information

Request for provided to the
Tracking customer
"X
Call answered E call TV_DE
Determined Cic Ctr Agt
Determine Call Attach: Tracing Policy

Type
———————————>

Trace Opened,
Customer
notified

Nature of issue

Example for General
Queries: Rates, Supply
Request,
Commitmments,
International
Paperwork etc

6 M
Call Forwarded
to Back Line

Agent

G

Request for
Tracing

Ctc Cir Agt Ctc Ctr Agt

Information
Provided to the
Customer

o)

General Queries

>

Ctc Ctr Agt

Title: Action the Call Owner: Gandi S. Ibrahim O Actions O Feedback
Author: Edwin Ramos Authorization: Authorized Diagram Version: 8 @ Change Log ® Keywords

Date: 8/21/2010 Date: 6/3/2024 Review Date: None O Change Requests ® Read Only
Volume: 0.00 Per Second Cost Per Second: $ ,3.5,E-0317 F.T.E.: 0.00



Complaint
Received from
Customer

)

Cust Exp Mngr

$0M

Process Customer

Complaint &
Claims

Title: Perform Customer Follow ups
Author: Edwin Ramos

Date: 8/21/2010

Volume: 0.00 Per Second

New Landing Page - Level 1.1.54.1.4 Version: 8

Perform Customer Follow ups

oo T | ¥E wimerion | ¥
Company Policy " Destination Prgrj:;ozi);og Customer Proce;s.‘zkkuepverse :‘i::;f:gvn;h
» — — — —
Owner: Gandi S. Ibrahim O Actions O Feedback
Authorization: Authorized Diagram Version: 8 @ Change Log ® Keywords
Date: 2/26/2023 Review Date: None O Change Requests ® Read Only

Cost Per Second: $ ,3.5,E-0317 F.T.E.: 0.00
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m Process Customer Complaint & Claims
1. Customer should be

acknowledged within
24 hours of receipt of
complaint
2. Complaints
received thru emails
should be called back
viaemail

Keep custome
informed thru
Courtsey Calls on
Daily Basis
Attach: Customer
Complaint & Claim
Policy

All major complaints
should be logged and
reference number
issued

Complaint Complained International T G d Complaint
Received from Resgistered Complaint race Create Closed as per
Customer Acknowledge Open Trace Company Policy
Log Complaint Complaint to Follow up on
Q—> Customer 4’)(
Attach: Customer
Cust Care Agt Cust Care Agt Trace Officer Complaint & Claim
Policy
Domestic L[‘J Q
Complaint Send Email to
Appropriate
Dept. for
Investigation
Title: Process Customer Complaint & Claims Owner: Gandi S. Ibrahim C Actions O Feedback

Author: Edwin Ramos Authorization: Authorized Diagram Version: 7 @ Change Log ® Keywords
Date: 8/21/2010 Date: 2/26/2023 Review Date: None O Change Requests ® Read Only
Volume: 0.00 Per Second Cost Per Second: $ ,3.5,E-0317 F.T.E.: 0.00



Request
Received from
Customer

-

Title: Process Reverse Pickup
Author: Edwin Ramos
Date: 8/21/2010
Volume: 0.00 Per Second

New Landing Page - Level 1.1.5.4.1.4.2

Process Reverse Pickup

International

RPI ¥

Process
International
Reverse Pickup

Cust Sup Supvr Shipment picked-up
customer notified
Determine with tracking No.
Reverse Pickup

Type »(

+

Process Domestic
Reverse Pickup

Domestic RPD

Owner: Gandi S. Ibrahim
Authorization: Authorized Diagram Version: 6
Date: 2/26/2023 Review Date: None
Cost Per Second: $ ,3.5,E-0317 F.T.E.: 0.00

Version: 6

O Actions O Feedback
@ Change Log ® Keywords
O Change Requests ® Read Only



Title
Author
Date
Volume

N

: Process International Reverse Pickup
: Edwin Ramos

: 8/21/2010

: 0.00 Per Second

New Landing Page - Level 1.1.5.4.1.4.2.2

Process International Reverse Pickup

Cancell Request

Customer

rejected the

rates

Check Inbound
Rates & Inform
Customer

Customer
Confirmed &
Agreed to
Rates

Request
Cancelled &
Documents

Filed

—’x

Version: 6

@

Fax Quotation to
Customer

Open Trace for
RPI

Authorization: Authorized

Date: 2/26/2023
Cost Per Second: $ ,3.5,E-0317

Trace Initiated

Cust Care Agt

Owner: Gandi S. Ibrahim
Diagram Version: 6

Review Date: None
F.T.E.: 0.00

Keep customer
informed of updates
on Trace thru Courtsey
Calls
Attach: RPI Policy

Picked Up
Customer

Notified with

Tracking

Follow upon Number

Trace

Cust Care Agt

O Actions
@ Change Log

O Feedback
® Keywords

O Change Requests ® Read Only
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m Process Domestic Reverse Pickup

If account numberis
provided, confirm the
status of account
(Active or Prospect)
If Prospect, then
customer should pay
cash at any of our
offices & provide
receipt voucher
number

Form to be forwarded
via Email

Shipment
icked-
Process Q Payment e Details Form :‘ucs;ml;?
Domestic Confirmed Available Forwarded Follow up with notified with
Rpe_ve rse Confirm Mode of ! Requestff)r Forward Form to Pickup Location & tracking no.
ickup Pickup & Delivery . . Inform Customer
Payment Details Pickup Location
[
X
Title: Process Domestic Reverse Pickup Owner: Gandi S. Ibrahim C Actions O Feedback

Author: Edwin Ramos Authorization: Authorized Diagram Version: 7 @ Change Log ® Keywords
Date: 8/21/2010 Date: 4/7/2024 Review Date: None O Change Requests ® Read Only
Volume: 0.00 Per Second Cost Per Second: $ ,3.5,E-0317 F.T.E.: 0.00
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m Process DEX 03 Outbound

1. If customer unable tobe
contacted, then look for alternate
contact process eg: EMIS, RSC,
Courieretc
2. Inform Customer of the Deadline
(5business days Return Policy) for
Return to Him if address not
provided
3. Daily Follow up with Customer
until delivery address obtained

Regular and timely
updates to be
provided to
destiantion

»

Delivery address
obtained

Email received
from destination

File closed

Call customer to
obtain delivery
address

Inform
destination

- @ @ @O0

Cust Care Agt

Cust Care Agt

Title: Process DEX 03 Outbound Owner: Gandi S. Ibrahim O Actions O Feedback

Author: Edwin Ramos Authorization: Authorized Diagram Version: 6 @ Change Log ® Keywords
Date: 8/21/2010 Date: 2/26/2023 Review Date: None O Change Requests ® Read Only

Volume: 0.00 Per Second Cost Per Second: $ ,3.5,E-0317 F.T.E.: 0.00



Title
Author
Date
Volume

: Special Delivery Channel Management
Authorization: Authorized

Date: 2/26/2023
Cost Per Second: $ ,3.5,E-0317

: Edwin Ramos
- 8/21/2010

: 0.00 Per Second

New Landing Page - Level 1.1.5.4.1.5

Special Delivery Channel Management

Receive
Encrypted File
from Customer

]

Waybill is
automatically

o

Process Shipper
File

printed at
SDC_OPS_Dispatch
Center

—’X

Supvr - SDC Val
Ctr

Customer

+

Process
Incoming Calls

informed, call
closed

—»<

Supvr- SDC Val
Ctr

Owner: Gandi S. Ibrahim
Diagram Version: 6
Review Date: None

F.T.E.: 0.00

O Actions
@ Change Log

Version: 6

O Feedback
® Keywords

O Change Requests ® Read Only



Title
Author
Date
Volume

Receive
Encrypted File
from Shipper

[N

New Landing Page - Level 1.1.5.4.1.51

Process Shipper File

Assign Workloads to
Agents thru Spedial
Delivery Management
System

Automated SMS message is sent
tothe consignee thru SDM
If Mobile is switched off orno
response, SMS is sent to
conginee as well
If the customer cannot be

reached on landline or mobile
Supvr - SDC Val Ctr the call is logged with date and
time, reason updated and next

(s) sDm call scheduled

Add Prefix Serial

Workload
distributed

Customeris informed
his/her national ID
card will be requested
at time of delivery

Call Consignee to

Supvr - SDC Val Ctr

All agents should open the calls
with aformal greeting as
specified by management and
ensure theirrespective names
are pronounced correctly

Version: 6

Verification of details
to be done as
provided by shipper

>

Address
Validated

Validate
Addresses

Verify Consignee

Details

Supvr - SDC Val Ctr

Verification completed

Q Address
Available

Obtain detailed
delivery address

. Process Shipper File
. Edwin Ramos

1 8/21/2010

: 0.00 Per Second

Supvr - SDC Val Ctr

(s) SDM

Authorization: Authorized
Date: 2/26/2023

Consignee

infomred on
delivery time
&date

Provide Delivery
Commitment to
Cosnginee

Supvr - SDC Val Ctr

Cost Per Second: $ ,3.5,E-0317

Wayhbill is automatically
printed at
SDC_OPS_Dispatch
Save call Center

—bx

Supvr - SDC Val Ctr
{s) SDM

Owner: Gandi S. Ibrahim

Diagram Version: 6
Review Date: None

F.T.E.: 0.00

O Actions
@ Change Log

O Feedback
® Keywords

O Change Requests ® Read Only



Title
Author
Date
Volume

Receive Call
from
Customer

- 0 »

. Process Incoming Calls

. Edwin Ramos
1 8/21/2010
: 0.00 Per Second

New Landing Page - Level 1.1.5.4.1.5.2

Process Incoming Calls

Required Info: Air
Waybill Number,
Mobile Number,
Customer Name,
Customer D

>

Informaiton

Requestfor available

information from
consignee

Track Shipment

Supvr - SDC Val
Ctr

(s) SDM

Authorization: Authorized
Date: 2/26/2023
Cost Per Second: $ ,3.5,E-0317

Process
Shipper
File
If no Validation is
done, then obtain
complete delivery
Validation address and validate
Doest Not Exists in the system
Tracking Q Validation
Completed . Bxists Inform Customer
Confirm .
e of Tracking
Validation N
Details

Supvr - SDC Val

Ctr Ctr

(s) SDM

Owner: Gandi S. Ibrahim

Diagram Version: 6
Review Date: None

F.T.E.: 0.00

Supvr- SDC Val

Follow up with
Operations thru
Telephone, Email or
Physical Visit

Customer
informed, call
closed

O Actions

@ Change Log

Version: 6

O Feedback
® Keywords

O Change Requests ® Read Only
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m CSD - Customer Care

Ca:

Complaint ; foera;rZ:eldto
_
Title: CSD - Customer Care Owner: Gandi S. Ibrahim O Actions O Feedback
Author: Edwin Ramos Authorization: Authorized Diagram Version: 5 @ Change Log O Keywords
Date: 5/23/2017 Date: 1/10/2024 Review Date: None O Change Requests ® Read Only

Volume: 0.00 Per Second Cost Per Second: $ ,3.5,E-0317 F.T.E.: 0.00



Complaint

from customer

Title
Author

Date:

Volume

Call
Ermail
Sodal Media
In Person
Chat

Receive
Adknowle dgment

Process Com

New Landing Page - Level 1.1.5.4.2.2

Delivery

Pick up

Dam
Wissing /Lost

Retail Duty hours ™
Sales Issue o
Technical lssue
Other

Customer
disputes

Complaint ] Ticket )| complaint 0 Priority set High Priority Action taken
Received Registerad classified et ot
ion onitor
Receive mfj‘;‘:"m Assess & Prioritize the AssigntaCCG Complaint development
complaint sty Classify Complaint
<) coRe SMngr
Low/Med
pricrity Monitor
i Ongoing
Investigation status updated Customer Complaint
Communicate Actiontaken Yes
e Wen e e e I T S I o
Complaint forfurther Resolved (Resolve)
resolve ausiomer customer
darification
CustCare Agt Cust Care Agt Cust Care Agt Cust Care Agt
(<) CORE
SLAnot met No Action taken Customer
confims
Complaint Survey Prepare
Receive Escalated Take necessary SendSMS to completed by Periodic
Escalated adionto cstomerfor customer Satisfaction
Complaint resolve survey Report &Planto

. Process Complaint Handling
. Bashayr Al sharidi
10/25/2023

: 0.00 Per Second

Authorization: Authorized
Date: 10/30/2023
Cost Per Second: $ ,3.5,E-0317

Reports
prepared

Version: 2

Case
Refer case to forwarded to
Legal Legal
department linkTo
KsA - Legal
Department
. Analysis
Review
Complaint & compleced
Satisfaction
Survey

Cust Sup Supvr Cust Care Agt

Owner:

Diagram Version: 2
Review Date: None
F.T.E.: 0.00

Mohammed Burhan

O Actions
@ Change Log

%

O Feedback
O Keywords

O Change Requests ® Read Only
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m KSA - Finance Department

I B

Billing Credit & Purchasing Inventory
Collections

Title: KSA - Finance Department Owner: Mohammed Burhan C Actions O Feedback
Author: Edwin Ramos Authorization: Authorized Diagram Version: 5 @ Change Log O Keywords
Date: 5/17/2017 Date: 3/14/2022 Review Date: None O Change Requests ® Read Only

Volume: 0.00 Per Second Cost Per Second: $ ,3.5,E-0317 F.T.E.: 0.00



New Landing Page - Level 1.1.5.5.1 Version: 5

m FIN - Billing

‘ Invoi d
Billing
Title: FIN - Billing Owner: Mohammed Burhan C Actions O Feedback
Author: Edwin Ramos Authorization: Authorized Diagram Version: 5 @ Change Log O Keywords
Date: 5/23/2017 Date: 5/28/2018 Review Date: None O Change Requests ® Read Only

Volume: 0.00 Per Second Cost Per Second: $ ,3.5,E-0317 F.T.E.: 0.00



Waybills
forwarded to *

finance (Billing)

Process Wayhill

Credit
Invoice submitted

. —»
Scanning & X
————» manifest
—X
International

account customer

Senior Billing Invoice submitted
Agent

Request from
sales to open
customer account * Account
active
Open customer
— account —»X

Billing
Supervisor

Title: Billing
Author: Edwin Ramos
Date: 5/26/2010
Volume: 0.00 Per Second

New Landing Page - Level 1.1.5.5.1.1

Billing
* * Invoice
. forwarded to
Month end billing Invoices Inwoice received S collections
for MRM project Process submitted from FedEx Bill inbound
Mailroom consignee
monthly billing .X » invoice 4“
Senior Senior
Accountant Accountant
Pre-alert from
SMSADXB , FFC,
DHL and other Custom duty Invoice sent to
customers * paid statement ‘ operations
. Invoice sent received
Process inbound
oy @S Process custom
_—P (S— [ duty billing ™
customers X Y & X

Billing Agent

Authorization: Authorized
Date: 5/28/2018
Cost Per Second: $ ,3.5,E-0317

Owner: Mohammed Burhan
Diagram Version: 5

Review Date: None

F.T.E.: 0.00

Version: 5

O Actions
@ Change Log

O Feedback
® Keywords

O Change Requests ® Read Only
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Process Waybill & Manifest

SINSU

documents
Covering letter
Invoice

Documents = 1 copy of X
way bill & manifest 2nd
copy waybill stored on
customers behalf

Air way bills
Statement of account
Proof of delivery

Credit customers
for rec| [ntemational accounts
cash accounts

Air waybills S
scanned & entered Invoi Invoice
Successfull voices
by outsource RECoal reconc\\edy * Q can be D Invoice Q submitted
compan 1w
pany waybill with Validate and generated printed Send invoice &
scanning report capture missing ?:‘;];Z‘: wayhbill to credit
& cons data customer Colectol
—_—
Senior Billing Data Encoder Senior Billing Senior Billing
Agent Agent Agent
Problems Incomplete
s (s) ERP
Variance resolved information
Inform by email Invoices filed International
account
Problem not resolved customer
Q forward airwaybill to Invoice
operations 8 5 submitted
Inform station Resolve Sei:;ie:,:::;;iaflor
of discrepancy problems Operations
accounts to »
for missing S Tt Collection
scanning data

Billing Agent

Station
inbrmed

Senior Billing
Agent

Title: Process Waybill & Manifest

Author: Edwin Ramos
Date: 5/26/2010

Volume: 0.00 Per Second

Authorization: Authorized
Date: 5/28/2018
Cost Per Second: $ ,3.5,E-0317

Senior Billing
Agent

Owner: Mohammed Burhan

O Actions

O Feedback

Diagram Version: 5
Review Date: None
F.T.E.: 0.00

@ Change Log

® Keywords

O Change Requests ® Read Only



Title
Author
Date
Volume

Successully Select Air
reconciled waybills to be
insured

- »

Attach rules for insuring
Air waybills

Airways requiring
insurance

Billing
Supervisor

. Capture Data & File Documents

. Edwin Ramos
1 5/26/2010
: 0.00 Per Second

Authorization: Authorized

Cost Per Second: $ ,3.5,E-0317

nnnnnnnn
premium

Supervisor

New Landing Page - Level 1.1.5.5.1.1.1.2

Capture Data & File Documents

Based on the declared
value of shipment

Attach: Rates applied
to insurance

-

Inwoices can
be generated

Insurance

premium known Apply rates to

Air wayhills

Owner: Mohammed Burhan
Diagram Version: 5
Review Date: None
F.T.E.: 0.00

Date: 5/28/2018

O Actions

@ Change Log

Version: 5

O Feedback
® Keywords

O Change Requests ® Read Only



Month end

» (SDM) invoices

Title
Author
Date
Volume

New Landing Page - Level 1.1.5.5.1.1.2

Process Mailroom Monthly Billing

attach performance
certificate and covering
letter

Send soft copy

r Invoices of invoice to
Mailroom / generated

Prepare

customer with
billing Special delivery supporting
management documents

Billing Agent

. Process Mailroom Monthly Billing
. Edwin Ramos

. 5/26/2010

: 0.00 Per Second

Authorization: Authorized

Cost Per Second: $ ,3.5,E-0317

®

Inwoices
submitted

Co|
SOQ;?W Vil wagaff a'al\:yme Submit invoices

invoice h
& copies to

5 Mail Room
mail
rooms / SDM

Billing Agent

Billing Agent
Accounts

Ml Receivable
Executive

Special
Delivery
Channel

Owner: Mohammed Burhan
Diagram Version: 5
Review Date: None
F.T.E.: 0.00

Date: 5/28/2018

Version: 5

O Actions O Feedback
@ Change Log ® Keywords
O Change Requests ® Read Only



Invoice received

from SMSA

DXB,FFC,DHL&

other customers Prepare data
file in loading
formal & send

- » tolTDept
Senior
Accountant
Title

Author
Date
Volume

Inbound bill consignee

New Landing Page - Level 1.1.5.5.1.1.3

Bill Inbound Consignee Invoice

Recongiliation error

Data file

sentto T Upload data in
Dept Siebel

Accountant
(s) ERP

. Bill Inbound Consignee Invoice

. Edwin Ramos
1 5/26/2010
: 0.00 Per Second

Start entry &
Siebel reconcile
updated o
invoice soft
copy to Air
wayhbills

Authorization: Authorized

Date: 5/28/2018

Cost Per Second: $ ,3.5,E-0317

Reconciliation
complete

Generate
invoice &

airwaybill

Owner: Mohammed Burhan

Diagram Version: 5

Review Date: None

F.T.E.: 0.00

attach Invoice forwarded
to collections

printout "
Collections

O Actions

@ Change Log

Version: 5

O Feedback
® Keywords

O Change Requests ® Read Only
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m Open Customer Account

Inform sales of
Resolve problem

Credi application form
Commercial registration
copy (corporate)
Approval for discount
(RFR) form
Intemational account
request (ICPC) form

Request from

sales to open
customer Local
account Account Allocate A  acti
Accept Load data created EEE ccount active
ccep
documentation number Sales
O
Data can be
entered into
_— system Billing Billing
Billing Supervisor Supervisor
Supervisor Outsource company is
\nlemaht:na\ am:tugn in mumbai
request accepte (5) ERP
Account
approved by
Q Request SMSA KSA Allocate Account
Account submitted Appmv: account created Load data
Request from accoun number
SMSA Dubai
Accountant Sramiter
Problems
resolved
(s) ERP
Resolve
problems
SMSA KSA
Title: Open Customer Account Owner: Mohammed Burhan C Actions O Feedback
Authorization: Authorized Diagram Version: 5 @ Change Log ® Keywords

Author: Edwin Ramos
Date: 5/26/2010 Date: 5/28/2018 Review Date: None

Volume: 0.00 Per Second Cost Per Second: $ ,3.5,E-0317 F.T.E.: 0.00

O Change Requests ® Read Only



Pre-alert from
SMSA Dubai ,

FFC,DHL & other
int'l inbound Capture pre
customers alerts &
download report
to excel
R

Manifest ready

& Air waybills

downloaded to
excel

New Landing Page - Level 1.1.5.5.1.1.5

Reconcile AWBs
with daily ,
weekly cons

report

Billing Agent

Process Inbound Delivery Charges to TPA

Numbers
balance

Reconcile
weights

Billing Agent

Billing Agent

Proof of delivery captured

Attach: rules
FedEx billing weights
as default

Weights
reconciled

Capture
shipment proof
of delivery to

excel

Billing Agent
(s) CORE

Attach proof of

delivery to the

Air waybills in
manifest

Airwaybill
attached

Billing Agent

SMSA delivery
charge inwoice
generated

Print invoice &
send to SMSA
Dubai

it alszny Manifest excel
charges on file complete Upload excel
Manifest excel file to database
file
Billing Agent Billing Agent
(s) ERP
SMSA billed for

Title: Process Inbound Delivery Charges to TPA
Author: Edwin Ramos
Date: 5/26/2010
Volume: 0.00 Per Second

RTS shipments

Authorization: Authorized

Date: 8/7/2018

Cost Per Second: $ ,3.5,E-0317

Billing Agent

Inwice sent

Collection

Owner: Mohammed Burhan
Diagram Version: 6
Review Date: None

F.T.E.: 0.00

@ Change Log
O Change Requests ® Read Only

Version: 6

O Feedback
® Keywords
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Process Custom Duty Billing

Documents
Airway bill copy
custom duty BAYAN
copy
Commercial invoice

Q Capture invoi Receivables
Invoice sent to L Weekly inwice apiure invoice statement
customers Capture invoice data available amounts updated
amounts to monthly
excel X
- —»
Accountant
(s) ERP
Shipper &
3rd party Invoice
prepared
Custom duty
paid statement
received Determine bill R t Prepare invoice Capture Print invoice &
ecipien . complete
type in excel attach
supporting
—_————»
documents

Title: Process Custom Duty Billing
Author: Edwin Ramos

Date: 5/26/2010
Volume: 0.00 Per Second

Authorization: Authorized
Date: 5/28/2018
Cost Per Second: $ ,3.5,E-0317

Documents
Airwaybill copy
custom duty BAYAN
copy
Commercial invoice

>

Inwoice sent to
operations

Owner: Mohammed Burhan

Diagram Version: 5
Review Date: None

F.T.E.: 0.00

Version: 5

O Actions O Feedback
@ Change Log ® Keywords
O Change Requests ® Read Only



Title
Author
Date
Volume

. FIN - Credit & Collections
: Edwin Ramos

: 5/23/2017

: 0.00 Per Second

-

New Landing Page - Level 1.1.5.5.2

FIN - Credit & Collections

+

Collections

Invoice ready
for collection

Accounts
Receivable
Supervisor

Authorization: Authorized

Payment
received

S

e —
Debts
written-off

Date: 5/28/2018
Cost Per Second: $ ,3.5,E-0317

Owner: Mohammed Burhan

Diagram Version: 3

Review Date: None
F.T.E.: 0.00

Version: 3

O Actions O Feedback
@ Change Log O Keywords
O Change Requests ® Read Only
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Credit customer ; *
Invoice submitted Collect Documents Curent cases from Report orwarded to
from billing TR filed Courier & retail Collect operations / retail
P vr:redit payment from
————————————>  ustomers — cash customers
B — —_—

cectuabl
Receivable

Executive

Title: Collections Owner: Mohammed Burhan O Actions O Feedback
Author: Edwin Ramos Authorization: Authorized Diagram Version: 5 @ Change Log ® Keywords
Date: 5/26/2010 Date: 5/28/2018 Review Date: None O Change Requests ® Read Only

Volume: 0.00 Per Second Cost Per Second: $ ,3.5,E-0317 F.T.E.: 0.00
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m Collect Payment From Credit Customers

Credit
customer
Invoice
submitted from
billing *
Submit invoice Hard cor
Py
Sty S‘Z‘Iffoe‘;fy ) ST soD of POD Call customer Payment not
1l Capture (POD) fled to request ready after 4 Arrears
route route collect ((POD) received e o 0
of invoice) payment months collection
—_—>
from customer follow up
Accounts Accounts Accounts Accounts
Receivable Rezime Receivable Receivable Receivable
Support Receivable Support Support Supervisor
Executive Executive Executive Executive
Payment ready for collection (5) ERP Debt written off
Receipt Deposit slip
issued to :nd rnz:;zuil Documents x
Collect customer Hand over Daily X’W"" " f fled
i ccountant
payment from payment & payments Deposit Enter payment
customer copy of receipt payment details X
to cashier
[E———
Customer
agrees to pay
Accounts “ Accountant
Receivable Accounts
Executive Receivable (s) ERP
Executive
Title: Collect Payment From Credit Customers Owner: Mohammed Burhan C Actions O Feedback

Author: Edwin Ramos Authorization: Authorized Diagram Version: 5 @ Change Log ® Keywords

Date: 5/26/2010 Date: 5/28/2018 Review Date: None O Change Requests ® Read Only
Volume: 0.00 Per Second Cost Per Second: $ ,3.5,E-0317 F.T.E.: 0.00



Payment not Copy sent to Customer Assign
ready atgg 4 Send 1st & 2nd field Account Send final black listed at collection to
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Process GOSI Requirements

®

Additions allowed for employees
within 2years of joining date (only)
Mandatory Note: Employees to be

added as soon as they join

Monthly
payment
arranged by
Finance

Document
forwarded to

Government
requirement

e

Death

Employee
Affairs

Executive

GOSI & inform
family
member to
follow-up

>

* Cheque ;
Government forwarded to Government
requirement Accidents employee requirement Deletion from Copy sent to
fordeletion GOSI Personnel file
—_—» » L
Amendments: Salary
Employee chhange or dJeslgnatlo: Employee
Affairs change (inJanuary o Affairs
Executive every year) Executive
Inform payroll for new
deduction
Copy
GosI GOSI web site Govermment ¥ forwarded
requirement updated requirement
Update GOSI
Amendments - p Ceriificate »

—

Employee
Affairs
Executive

(s) Internet
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Government from
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R
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Executive

Title: Addition to GOSI
Author: Edwin Ramos
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Volume: 0.00 Per Second
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Addition to GOSI

Attach: Screen shot for
updating GOSI
Updating for Saudi & non-
Saudi
If new Saudi with no GOSI
number before, need print
GOSI form no. 3and send to
GOSI management with
contract and copy of Saudi ID

For payment:
Saudi - 20% from basic
& housing (9% from
employee and 11%
from company)
For non-Saudi - 2%
from company
Finance to pay before
15th of the month

Send copy to
Personnel file &
return file to
Recruitment

Update GOSI
thru online

File ready

Monthly

Update Finance payment
for the monthly arranged by
payment Finance

Employee
Affairs
Executive

Authorization: Authorized
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Updating must be
done within 48 hours
Fill up GOSI Form
No.10 (reference
numberis issued)

Update must be given

- Level 1.1.5.6.1.2.4.2

Cheque forexpenses
&leave salary
Inform Payroll for
deduction

Version: 4

within 24 hours

6D @ 6o = Cheque
Government i . Employee ready to be Receive forwarded to
requirement Receive Send GR Officer to Update admitted to Hospital h f employee
q update from site of accident if records online eque from
dept manager needed Gosl

[

Employee
Affairs
Executive
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Deletion from GOSI
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Death

Information

received Update GOSI GOSI web site

updated

Required: Police
Report, Hospital
Report, Death
Certificate,
Authorization letter
from the family,
Passport & Igama
copy, GOSI form

Document
forwarded to GOSI
& inform family
member to follow-

up

Send documents to
GOsI

Employee Affairs
Executive

. Death

. Edwin Ramos

1 6/26/2010
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employees
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(s) Intemet

. GOSI Certificate
. Edwin Ramos

1 6/28/2010

: 0.00 Per Second
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GOSI Certificate

List: Labor Office,
GOSI, Passport Office,

SMSA

All lists should be

balanced

Lists ready

Inform Finance
for payment

Employee Affairs
Executive

Prepare &
submit file to
GOslI

Payment
confirmed

Employee Affairs
Executive

Authorization: Authorized
Date: 9/19/2022
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Validity of Certificate
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with HR
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Certificate forwarded
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Diagram Version: 4
Review Date: None
F.T.E.: 0.00

Version: 4

O Actions O Feedback
@ Change Log ® Keywords
O Change Requests ® Read Only



Title
Author
Date
Volume

Expat
employees
requirement

E—

Expat
employees
requirement

—

Receive Personnel
file from
Recruitment
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Process Igama Requirements

¥

Process New Igama

Igama received &
forwarded to

+

Process Igama
renewal

Human Resources
Manager

employee
Human Resources
Manager
B * Received
Forward Receive corrected Igama
renewed request from Process Igama &Hand-over to
Igamato employee Corrections employee
employee
R

Process Family
addition to lgama

| I
| I

Human Resources

Manager

Process Lost,

Received new
Igama & Hand-
overto employee

Human Resources
[V ELE"(14

. Process Ilgama Requirements
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>
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Feefor Labor Card = SR
200 (valid fortwo years),
SR 100 (valid for one
year)

Fee forissuing Igama =
SR 1300 (valid fortwo
years). SR 650 (valid for
one year)
Finance Requirement:
Request for payment
signed by Personnel
Manager, copy of Offer
letter, copy of passport

HRwill send email to Process time: Two
insurance company (2) days
for updating, and Requirements:
insurance company Original passport
will inform Passport & copy, two
Office (thru online) & photos, Passport
gives confirmation to Office Form,
SMSA medical report,
Takes three days to Original Labor Card
update the insurance & copy

Process time: three(3)
days forthe results
Employee to be
accommodate by HR
representative

Employee number
issued in Labor Office

Receive Personnel Insuranc lgama
file from Q T:}E:nmr:r issued & Q e record Q received &
Recruitment Send issued Update undated Arrange Payment Update updated Prepare & forwarded to
employee for personnel P payment thru confirmed insurance submitfile to employee
mefilca! details in Finance record in Passpun
examination Labor Office Passport Office
thru online Office

Title
Author
Date
Volume

Employee Government
Affairs Relations
EXes i Government Officer - HR Employee
Relations Affairs
Officer- HR Executive
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Relations
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Prepare list of
employees whose
Igama will be expired
withinthe next 6
months
Forward list to
Insurance company
for updatingin
Passport office

Expat
employees

requirement :
a Prepare list of

employees List ready

— »

Government
Relations Officer -

Process Igama renewal

Payment for Igama
renewal & labor card

Single /
family
status
eligible

Check status

Attach: Sample form
Form signed by
employees & GR

manager

Government
Relations Officer -

Form
availabl
e

Complete form

Government
Relations Officer -
HR

Title: Process Igama renewal
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Relations Officer -
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Employee Affairs

Executive

HR

Send email to F dlistt List Receivel
) Payment SVISA user Employees orward list to forward eceive lgama
Request Finance confirme Kingdom wide informed department heads ed from employees
for payment d >
mail address
Receive original lgama, & medical (if
Government required) with photos Government Government File = documentation
Relations Officer - If family under employee’s sponsorship, Relations Officer - Relations Officer - (Passport, passport
request family passport & original Igama form I am’a medical
of family members & photos llaqhor c;rd) !
| | ¢ Submit regst to Receive
i o gama ssue temporary y §
Receive original receive lgama ?Ie rgad;/ abor Office for labor card Submit file to
Igama of family d 0 submi renewal of labor Passport Office
members card
Employee Affairs Government
Executive . Relations Officer -
Relations Officer - HR
HR
lgama renewed
Attest from
Chamberof Update record Forward
Commerce lgama to
employee
EE—
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not entitled)

Expat
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Prepare letter for

employee's

» family process

Title
Author
Date
Volume

Government

Relations Officer -
HR
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Process Family addition to Igama

Requirements: 1. marriage
certificate (attested from Saudi
Consulate & ministry of Foreign

Affairs) 2. degree certificate
(same) 3. copy of family's
passports 4. Application from
Ministry of Interior 5. Receipt
of bank payment

Requirements: 1.
family's original
passports 2. four (4)
photographs for each
family member3.
wife's medical report
4. birth certificate for
new born

Issue of Igama will
take one week

Hand over
letter to
employee

=

Govermnment
Relations Officer-

: Process Family addition to lgama

. Edwin Ramos
1 6/26/2010
: 0.00 Per Second

Authorization: Authorized

Cost Per Second: $ ,3.5,E-0317

Employee

request to add
family members

inlgama

HR

Igama issued
& handed over

! Fil
Requirements Prepare-flle & 1 é o to employee
met submit to submitte Receive igamas
Passport Office d from passport

Office

Government
Relations Officer -
HR

Government

Relations Officer-
HR

Owner: Hassan Al Aswad
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Process Ilgama Corrections

Requirement: 1. All
original Passports
(with entry visa) 2.
original Igama 3. Two
photos 4. Birth
certificate for correct
birth date 5.
Translation of
passport (for
correction of name)

One week processing
time

Prepare file for
Passport Office

Submit file to
Passport Office

Receive request
fromemployee

Received corrected
Igama & Hand-over to
employee

File ready for submission

v
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Date
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Human
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Manager
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. Edwin Ramos
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m Process Lost, Damaged or Missing Igama

Title
Author
Date
Volume

Employee to obtain
cheque of SR 1000 from
bank
Process time in
Passport Office: One
week

Reportto Police if
missing or lost only
Temporary lgama
issued by GR dept

Payment of SR 500.00

Receive
request from \22Cni;v§d|—<:ﬁ:
employee -
Inform employee Request Finance Prepare file & overto
to register police Incident reported a Paymentready submit to Passport employee

fi it
or paymen Office

report

Government
Relations Officer -

Government
Relations Officer -

Employee Affairs
Executive

. Process Lost, Damaged or Missing Igama Owner: Hassan Al Aswad
: Edwin Ramos Authorization: Authorized Diagram Version: 4
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Information
received from .
d Send GR to Police
epartment
Department
R

Title
Author
Date
Volume

Human Resources
Manager

. Police Cases
. Edwin Ramos

: 6/23/2010

HR will hold salary
until case resolved o
employee released

)

nformation
collected

: 0.00 Per Second
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Police Cases

Documentation:
Original Passport,
Open One way Air
Ticket, Company
Clearance, Cash-EoSB

>

8

Case handled

Prepare & Submit by police
Documentation to
Police Dept. 4’)(

Reasons: Vehicle
Government Accident, Traffic
Relations Officer - Violation, Theft,
HR Alcohol & Drugs,
Personal Issues &
Other cases

r

b ine R Police . d
etfem;lhne eason requested orlwarI dcasi to
or the case guarantee egal dep

Human Resources
Manager

Human Resources
Manager

Authorization: Authorized
Date: 9/19/2022
Cost Per Second: $ ,3.5,E-0317

¢

To seek legal advise

Case accepted,
recommendatio
n advised

Version: 4

Prepare &
guarantee letter

to Police Dept. Employe Inform Payroll to
e release salary
released

Human Resources
Manager
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Manager

Owner: Hassan Al Aswad
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m Process Visa Requirements

; Receive * Passport
request from handed over
Business Process New Visas PAV Officer i : to employee
requirement Employment Visa received Exit & Re-entry Visa
R — _— S _—

Human Resources
Manager

Human Resources
Manager

| I
| I

Expat
employees
requirement Hand-over Receive Employee left
letterto request from the company /
employee PAV Officer country
» Process Visit Visa E— Final Exit
R N
—_—> >
Business Human Resources Invoice Human Resources
requirement Manager received & Manager
submitted to
Finance
Title: Process Visa Requirements Owner: Hassan Al Aswad C Actions O Feedback

Author: Edwin Ramos Authorization: Authorized Diagram Version: 4 @ Change Log ® Keywords
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Date
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Process Employment Visa

Requirements: 1. Saudization
Certificate 2. GOSI Certificate 3.
Company Request Letter 4.
Ministry Application Form 5.
Payment Receipt 6. Commercial
Registration 7. Tax (Zakat)
Certificate 8. Municipality License
for all the branches 9. Company
contracts (including projects)

X

File rejected,
payment
refunded

g
Business
requirement Prepare
documentation

—  » forlaborOffice

Government
Relations

Officer - HR

Q Request for

payment of
visafee from

File ready
Finance

Government
Relations
Officer - HR

. Process Employment Visa

. Edwin Ramos
1 6/26/2010
: 0.00 Per Second

Paymen Submit
tready required

documents to
Labor Office

Government
Relations

Officer - HR

Authorization: Authorized
Date: 9/19/2022
Cost Per Second: $ ,3.5,E-0317

Approved

Example: Applied for
200 visas, approved
only 100, visa fee for
balance will be
refunded

>

New Visas
Receive visa received
from Labor

Office

Government
Relations
Officer- HR

Owner: Hassan Al Aswad
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Requirements: 1 Original . . T
Passport (employee / & Exit & Re-entry Visa @ U ea
family) 2. Two photos 3. Copy

of lgama 4. Approved Leave
Request 5. If family requires
visa for more than six
months, need to present
education certificate to
Passport Office 6. Company
letter of request to Passport
Office (for multiple visa)
Multiple Visa require
approval from dept head &
Nat'l Mngr - HCM

Charges will be:
SR 500 for multiple visa
SR 200 for single-entry visa

Hand over passport to
employee one day
prior to departure

>

g

Passport handed

Receive request Receive
from PAV Officer Prepare file for Request o g dearance & over to employee
" File ready payment from Visaissue
passport

Passport Office N
Finance N
requisition

-

Government
Relations

Government
Relations
Officer - HR

Government

Relations

Officer - HR Officer - HR

Title: Exit & Re-entry Visa Owner: Hassan Al Aswad C Actions O Feedback

Author: Edwin Ramos Authorization: Authorized Diagram Version: 4 @ Change Log ® Keywords
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e |

Expat
employees

requirement prepare letter for

employee's family
process

B

Employee Affairs
Executive
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Requirements: 1. marriage
certificate (attested from Saudi
Consulate & ministry of Foreign

Affairs) 2. copy of family's

passports 3. Application from

Ministry of Foreign Affairs

(online) 4. company guarantee
letter to be signed by employee

Business
requirement Receive request

from dept head

P

Employee Affairs
Executive

Q Hand-over
letterto
employee
>
Approved
by Nat'l
Mngr -

HCM Applyonline to
getaninvitation
letter from Min.
of Foreign Affairs

Employee Affairs

Invoice received after

Receive invoice
from hotel

Employee Affairs
Executive

departure of visitors

¢

Invoice
received &
submitted to

Attach: letter from
Chamber of
Commerce

Follow-up after 3days
thru online

Send an invitation
d/ print out to
rejected department head

/ visitor

printout
forwarded

Process Visit Visa

Requirement:
Company letter
Arrange airport pickup

®

Receive
confirmationon
guest arrival date
&schedule from
dept head

Date
availabl
e

Process hotel
reservation

Employee Affairs
Executive

Employee Affairs

Executive

Employee Affairs
Executive

Department head informed

Finance Process

Payment

Title: Process Visit Visa

Author: Edwin Ramos
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Volume: 0.00 Per Second

Authorization: Authorized

Date: 9/19/2022

Cost Per Second: $ ,3.5,E-0317

Owner: Hassan Al Aswad
Diagram Version: 4
Review Date: None
F.T.E.: 0.00

Version: 4

O Actions O Feedback
@ Change Log ® Keywords
O Change Requests ® Read Only



Receive request
from PAV Officer

-

Title
Author
Date
Volume

g

Human

Resources

Manager

: Final Exit

. Edwin Ramos
1 6/26/2010

: 0.00 Per Second

6

Receive original
Igama from
employee

Secure clearance from
company (e.gcar,
telephone) &
government
(e.g. police case)
Issue temporary
Igama
If family in kingdom,
receive family
passport & lgama with
photos

Final Exit ready
for process

application for
final exit with
Passport Office
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Final Exit

Arrange

{online)

Human
Resources
Manager

Update GOSI for
deletionthru enline

Arrange booking
with Travel desk

Employee
Affairs Exe cutive

Authorization: Authorized

Date: 9/19/2022
Cost Per Second: $ ,3.5,E-0317

: Hassan Al Aswad
Diagram Version:
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Version: 4
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Pickup Mail from
Post Office
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Process Mail

N

N

Receive Mail

\4 G

Process Incoming Mail

Admin Correspondent

Company Mail
Personal Mail

X

X

Mail returned
topost office

delivery
complete

L 4!

» Process Outgoing Mail

Title: Process Mail
Author: Edwin Ramos Authori
Date: 6/10/2010

d
4.X

X

Admin Correspondent Copy filed

zation: Authorized
Date: 9/19/2022

Owner: Hassan Al Aswad
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Pickup Mail
from Post
Office

Sort Mail

Receive
Mail

Admin
Correspondent

. Process Incoming Mail
. Edwin Ramos

1 6/10/2010

: 0.00 Per Second
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For registered mail
record number on the
Mail Registration form

For Company Mail

record on Incoming
Corresponde nce Mail

Form

Company Mail opened

Personal Mail not
opened

g
Sorted & ready
for recording

Ready for
delivery

Record Mail

Admin
Correspondent

Authorization: Authorized
Date: 9/19/2022
Cost Per Second: $ ,3.5,E-0317

ng Mail

Mail delivered to
) i relevant employees
Deliver Mail to & departments
staff &
departments X
e
Admin
Correspondent
Undeliver
ed Mail
Mail
Return Mail to returnec! to
Post Office postoffice
—

Admin
Correspondent

Owner: Hassan Al Aswad O Actions
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Date
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Receive Mail
from all
departments

—»

. Process Outgoing Mail

. Edwin Ramos
1 6/10/2010
: 0.00 Per Second

Sort Mail

Mail sorted

New Landing Page - Level 1.1.5.6.1.2.8.2

Process Outgoing Mail

¥

File in Central

Admin
Correspondent

and ready @ Q
to record
Register the

Mail & take copy

Admin
Correspondent

Authorization: Authorized

Admin
Correspondent

Date: 9/19/2022

For post office mail
record on Outgoing

File Riyadh) prepare SMSA
airwaybill & Hand-

Form & forward to
post office
For Mail (out or

overto retail

For mail within

Riyadh, hand
delivered

Ready for
delivery

Deliver the Mail

Cost Per Second: $ ,3.5,E-0317

delivery
completed

4’)(

Admin
Correspondent

Owner: Hassan Al Aswad
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File in Central File

Department
Copy request retrieval of
filed correspondence

copy

Copy Recorld D:" ready File
Central File
ready for " for Correspondence
filing Recor filing
—_—————>
Admin Admin
Correspondent Correspondent
Request form
received
Correspondenc
e returned to
central file by
department Replace Request form
corresponde nce Retrieve ready forfiling
with request correspondence
) e > form
Ready for

filing
Admin
Correspondent

. File in Central File
. Edwin Ramos

1 6/10/2010

: 0.00 Per Second

Admin
Correspondent

Authorization: Authorized
Date: 9/19/2022
Cost Per Second: $ ,3.5,E-0317

g

Replace request
form with
correspondence

Correspondenc
e Hand-overto
department

—»x

Admin
Correspondent

Owner: Hassan Al Aswad
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m Process Chamber of Commerce Certificate

Letter from Admin
Head to Finance
Manager requesting
fee as cash

Dept. Head Q Submit ertificate issued,
reque:t to renew Request Fe;:erx’oel;nt gerr“'fi“fri\itz‘g Cre;ef'\ve:i & fi \e:
finance for Feeto
renewal fee Chamber %
Title: Process Chamber of Commerce Certificate Owner: Hassan Al Aswad
Author: Edwin Ramos Authorization: Authorized Diagram Version: 4
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Volume: 0.00 Per Second Cost Per Second: $ ,3.5,E-0317 F.T.E.: 0.00

Version: 4
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New Landing Page - Level 1.1.5.6.1.3 Version: 4

m HRD - Employee Relations

Information
received from *
department

Disciplinary
Action
served to
Disciplinary employee
Action L »

Human Resources
Manager

Receive ‘

request from

employee Employee left

Process Release the company
E— —

Human Resources
Manager

Title: HRD - Employee Relations Owner: Hassan Al Aswad C Actions O Feedback
Author: Edwin Ramos Authorization: Authorized Diagram Version: 4 @ Change Log O Keywords
Date: 5/25/2017 Date: 9/19/2022 Review Date: None O Change Requests ® Read Only

Volume: 0.00 Per Second Cost Per Second: $ ,3.5,E-0317 F.T.E.: 0.00



Receive @
request from
employee Receive demand

letter from
employee

N

Letterreceived

New Landing Page - Level 1.1.5.6.1.3.2

Process Release

Prepare demand letters for:
1. Labor Office
2. Passport Office
3. New Sponsor (attested by
Chamber of Commerce)
Release lettervalidity = One
month
No release given for
competitors

Employee
ready for
release

Process release
of employee
from sponsorship

Employee Affairs
Executive

Title: Process Release
Author: Edwin Ramos

Date: 6/26/2010
Volume: 0.00 Per Second

Cost Per Second: $ ,3.5,E-0317

Employee Affairs
Executive

Authorization: Authorized
Date: 9/19/2022

Hand-over
passport to new
sponsor
representative

Employee Affairs
Executive

If the employee have
authorization letter
(attested by Chamber
of Commerce) from
new sponsor to collect
his passport, will
Hand-overto
employee directly.

Employee left
the company

Process End of Service
Benefits

Owner: Hassan Al Aswad
Diagram Version: 4
Review Date: None
F.T.E.: 0.00
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Version: 4

O Feedback
® Keywords

O Change Requests ® Read Only
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Monitor & Manage
Risk

Violation with Attach: Sample Letter

risk
Receive information
from dept head Disciplinary
regarding violation Q Action served
committed by Determine type Normal Letter Forward letter to to employee
employee of violation violation Prepare letter to ready dept. manager
» employee »
National HRExecutive

Manager - HCM Employee accepted
&signed the |etter

Changes made
Receive feedback
from Dept head on
QRM investigation

Change degree of
Disciplinary
action imposed

Receive letter Disciplinary
signed by action
employee imposed

Review case

> X
R
Employee disagree National ((\Z;is; National
& refused to sign Manager - HCM risks) Manager - HCM
reviewed
Records
updated &
filed
Recommend reinvestigati
Consult Legal for aﬁl reinvestigation of on of case
advise on violations received the case Monitor & Manage Manage
subject for Risk Payroll
termination
Manager - HCM
Title: Disciplinary Action Owner: Hassan Al Aswad
Author: Edwin Ramos Authorization: Authorized Diagram Version: 4

Date: 6/28/2010 Date: 9/19/2022 Review Date: None
Volume: 0.00 Per Second Cost Per Second: $ ,3.5,E-0317 F.T.E.: 0.00

Version: 4
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Title
Author
Date
Volume

: HRD - Payroll

: Edwin Ramos

: 5/25/2017

: 0.00 Per Second

New Landing Page - Level 1.1.5.6.1.4

HRD - Payroll

Payroll, Incentives
bonuses, Leavers end
of senice benefits
(EOSB)

+0 »

Compensate
employee

National
Manager - HCM

Owner: Hassan Al Aswad O Actions

Diagram Version: 5
Review Date: None
F.T.E.: 0.00

Authorization: Authorized
Date: 9/19/2022
Cost Per Second: $ ,3.5,E-0317

@ Change Log
O Change Requests ® Read Only

Version: 5

O Feedback
O Keywords



Approved file
received from

Recruitment
Section ‘
Process New
Hires
R

Approved
Personal Action
Form received

Supervisor - HCM

File forwarded
toemployee
archives officer

4.)(

from Recruitment REUU?TWEHI
. notified
Process Active
Employee
—_————P Movement 4’)(

Supervisor - HCM

Approved
Resignation or
Termination

received from
Nat'l Mngr - HCM *

Process End of
Service Benefits
—_————>

Supervisor - HCM

Copy of EOSB
filed (file marked
asinactive)

e

Title: Compensate employee

Author: Edwin Ramos
Date: 7/30/2017
Volume: 0.00 Per Second

Authorization: Authorized

New Landing Page - Level 1.1.5.6.1.4.1

Compensate employee

Payment approved,
forwarded to finance
torelease leave

Approved Leave salary
request ‘ I
received from
departments Process Leaves
—_—P> X

Application

Supervisor - HCM filed

Submit to finance for
releasing loan

* amount
e

Process Loans

Request received
from department

-

4.)(

Supervisor- HCM Forward Bank
Letterto
department

Forward to Director

Monthly Finance forfinal

Manpower Report
approval
from departments ‘ PP
e —
Process Monthly
L
Payroll
— X
Supervisor - HCM Pay slips
Adjustments Report forwarded to
from Finance employees

Date: 9/19/2022

Cost Per Second: $ ,3.5,E-0317

Dept fwrds

monthly
invoice recvd
from Outsource * Approved
invoice fwrd
Company Process Payroll TN
for Casual Labor
B N

Supervisor - HCM

Owner: Hassan Al Aswad

Diagram Version: 4

Review Date: None
F.T.E: 0.00

Version: 4
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O Change Requests ® Read Only



Title
Author
Date
Volume

New Landing Page - Level 1.1.5.6.1.4.1.1

Process New Hires

Approved file @
received from Verify

Recruitment Section
completeness

of file

Payroll

Officer

Incomplete supporting
documents, file rejected

. Process New Hires
. Edwin Ramos

1 6/19/2010

: 0.00 Per Second

Recruit
Employee

g
File
complete

Authorization: Authorized
Date: 9/19/2022

Update
Record

Records
updates

Payroll
Officer

(s) EMIS

Cost Per Second: $ ,3.5,E-0317

File forwarded to
Forward file to file employee
filing section archive officer
—»

Payroll
Officer

Owner: Hassan Al Aswad
Diagram Version: 4
Review Date: None
F.T.E.: 0.00

Version: 4
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New Landing Page - Level 1.1.5.6.1.4.1.2 Version: 4

m Process Active Employee Movement

Personal Action

from Recruitment

-

Title
Author
Date
Volume

Copy of PAF to be
forwarded to Finance

Approved

()

Form received @ @
I Recruitment
Vemicailudn Record Hand-over to notified
complete: Update Record updated Employee Files &

Record Executive

Verify Form

Payroll Officer

Payroll Officer Payroll Officer
(s) EMIS

. Process Active Employee Movement Owner: Hassan Al Aswad C Actions O Feedback
: Edwin Ramos Authorization: Authorized Diagram Version: 4 @ Change Log ® Keywords
: 6/14/2010 Date: 9/19/2022 Review Date: None O Change Requests ® Read Only

: 0.00 Per Second Cost Per Second: $ ,3.5,E-0317 F.T.E.: 0.00



Approved
Resignation or
Termination
received from
Nat'l Mngr -
HCM

- »

Link To:

g »

Verify
Documentation

Supervisor - HCM

Verify Documents for
resignations only:
Notice Period, Exit

Interview Form,

Clearance Certificate

Verification
completed

HRD -

Employee
Relations

New Landing Page - Level 1.1.5.6.1.4.1.3

Process End of Service Benefits

Govt. Relgtions

Update Record

Waiting for
verification from

Statement to‘F!N for fin
ready verification Finance

Prepare End-of- Forward statement

service-settlement
Record

updated

Clearance Form from

Submit to Nat'l
Mngr - HCM for EOSB ready
approval for
releasing

@

Forward to finance
forreleasing of

Supervisor - HCM

payment

Supervisor - HCM

Title: Process End of Service Benefits
Author: Edwin Ramos

Date: 6/15/2010
Volume: 0.00 Per Second

Authorization: Authorized
Date: 9/19/2022
Cost Per Second: $ ,3.5,E-0317

¢

Finance for filing
Issue experience
certificate to
employees upon
request n

EOSB

statement Copy of EOSB
forwarded to Forward ‘to filed (file
EIN Employee Files & marked as
Records Executive wm&)—.)(

Supervisor - HCM

Owner: Hassan Al Aswad
Diagram Version: 4
Review Date: None
F.T.E.: 0.00

Version: 4
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Title
Author
Date
Volume

. Process Leaves
: Edwin Ramos

: 6/14/2010

: 0.00 Per Second

New Landing Page - Level 1.1.5.6.1.4.1.4

Process Leaves

Attach: Sample Leave
Application Form

Approved leave
request
received from
departments

Determine Leave
type

Other Leaves

For leaves more than 10
days, Privilege Settlement
to befollowed

¥

Other Leave Application filed

Supervisor - HCM

Authorization: Authorized
Date: 9/19/2022
Cost Per Second: $ ,3.5,E-0317

Supervisor - HCM

Owner: Hassan Al Aswad
Diagram Version: 4
Review Date: None
F.T.E.: 0.00

Version: 4
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m Other Leave
Check all supporting
documents: Copy of Death
Certificate or Marriage
Certificate or Birth
Certificate (new born)
Q Submit to
Other Verification Personnel & Applicati "
pplication Inform Direct Manager
i Record:
Leaves Verify Leave ompleted Govt. Relations accepted Manager informed Update Records USSZ;Z
Request Manager for P
- » Approval

A copy of application
to be forwarded to
Finance

Hand-over to
Employee Files
& Record
Executive

Application
filed

Supervisor -
HCM

Supervisor -

Supervisor - Supervisor -
HCM HCM HCM

(s) EMIS

Application rejected

Title: Other Leave
Author: Edwin Ramos

Date: 6/15/2010
Volume: 0.00 Per Second

Authorization: Authorized
Date: 9/19/2022
Cost Per Second: $ ,3.5,E-0317

Supervisor -
HCM

Owner: Hassan Al Aswad

Diagram Version: 4
Review Date: None

F.T.E.: 0.00

Version: 4
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Volume

Request
received from
department

@

Verify Request
—

Supervisor -
HCM

Request
verified for
Bank Loan

New Landing Page -

Process Loans

Level 1.1.5.6.1.4.1.5

Availability

Supervisor -

@

Title: Process Loans
. Edwin Ramos

Author
Date: 6/15/2010

: 0.00 Per Second

Payroll Officer

Prepare Bank

Prepare Report
according to
recovered fund
availability (may not
accommodate all
employees due
shortage of floats)

Letter ready for approval

Submitfor
approval from
Nat'l Mngr - HCM

Supervisor -
HCM

Authorization: Authorized
Date: 9/19/2022
Cost Per Second: $ ,3.5,E-0317

A copy to be taken for
filing purpose
For Bank Loan-
Personnel & Govt.
Relations Manager is
authorized to sign as
an alternative

Bank [oan
information
ready for
updating

6

Record
updated

Owner: Hassan Al Aswad

Diagram Version: 4

Review Date: None
F.T.E: 0.00

Update Record

Supervisor-
HCM

(s) EMIS.

Forward copy to
filing section

Supervisor -
HCM

O Actions

Version: 4
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@ Change Log ® Keywords
O Change Requests ® Read Only



Monthly
Manpower
Report from
departments

B —

=

Adjustments
Report from
Finance

g

Verify & update
record

Supervisor -
HCM

(s) EMIS

New Landing Page - Level 1.1.5.6.1.4.1.6

Monthly Manpower Report received
from departments (Start:15 Finish: 20)

Process Time: 6days

Adjustments Report received from
Finance (Start:15 Finish: 20) Process
Time: 6 days

1

Process Monthly Payroll

1st Updating by
Payroll (Start: 21
Finish: 23) Process
Time: 3days

Record
verified

&

updated

Prepare Payroll

Supervisor -
HCM

(s) EMIS

Payroll
ready
for
balancin
g

]
Balance 1st draft
of Payroll
against
adjustments

Supervisor-
HCM

(s) EMIS.

Receive from finance after verification & approval

eg. E-cash, Expense,
Advance, Medical Insurance,
Loan, GOSI, Leaves,Mobile,

Gasoline, Overtime,
Incentives, Absence, Others

Finance to submit

draft of the 1st

checklist to IAD for
auditing & primary
approval (Start:25
Finish:26) Process

Time 2 days

Payroll
balanced

Submitto
Finance & IAD

Supervisor -
HCM

PHY;_O"d Update
veritie adjustments
from FIN & IAD

Supervisor -
HCM

Start: 27 Process Time 1 day
Final Payroll plus audited draft to be
submitted back to IAD for final
verification & submit back to Finance
for approval (Start: 28 Process time: 1
day)

Forward to IAD
forfinal
verification &
approval

¢

Finance

Submit Payroll
for approval
fromNat'l Mngr
HCM

Title: Process Monthly Payroll
Edwin Ramos

Author:

Supervisor -
HCM

Date: 6/15/2010

Volume: 0.00 Per Second

Approval
received

Process Payroll

Supervisor -
HCM

(s) EMIS

Payroll
processe
d

Prepare Payroll
Summary Report

Supervisor -
HCM

(s) Excel

Report
ready for
attachment
with Bank
Sheet

Forward to

Authorization: Authorized

Date: 9/19/2022

Cost Per Second: $ ,3.5,E-0317

Prepare Bank
sheet & Burn on
D

Supervisor -
HCM

(s) EMIS

Director
Finance for
final approval

—

Pay slips forwarded to
employees

Owner: Hassan Al Aswad

Diagram Version: 5
Review Date: None

F.T.E.: 0.00
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Author
Date
Volume

New Landing Page - Level 1.1.5.6.1.4.1.7

Process Payroll for Casual Labor

Dept to Payroll - on or before 10th
Payroll to FIN/IAD - on or before 12th
FIN/IAD to HRD - on or before 16th
HRD to FIN - 17th

Depttocompletely fill-up the Casual Labor Form
(see attachment)

Timelines: Company to submit the Invoice to Dept - on or before 7th of the following

Q Fwrd to FIN &
) IAD for
Check &verify verification Final approval
correctness of and approval
report
submitted

Supervisor -
HCM

: Process Payroll for Casual Labor

: Edwin Ramos
- 5/4/2011
: 0.00 Per Second

Authorization: Authorized
Date: 9/19/2022

Cost Per Second: $ ,3.5,E-0317

Approved
invoice fwrd to
FIN for
payment

—

National
Manager - HCM

Owner: Hassan Al Aswad

Diagram Version: 4
Review Date: None
F.T.E.: 0.00

Version: 4
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New Landing Page - Level 1.1.5.6.1.5 Version:

m Support Services

Monthly ECOM
Delivery Payment Records on file Monthly Vehicle

A Records on file Monthly SIM Record on file
Report 3+ Invoice ¥ Card Billing +
Monthly ECOM
or[;eli:erv Monthly Vehicle Monthly SIM x
R ¢ i . e —
Payment A Invoice —»( ————®  Card Invoice

Title: Support Services Owner: Hassan Al Aswad C Actions O Feedback
Author: Edwin Ramos Authorization: Authorized Diagram Version: 1 @ Change Log O Keywords
Date: 12/21/2022 Date: 12/26/2022 Review Date: None O Change Requests ® Read Only

Volume: 0.00 Per Second Cost Per Second: $ ,3.5,E-0317 F.T.E.: 0.00



New Landing Page - Level 1.1.5.6.1.5.1 Version: 2

By email Monthly ECOM Delivery Payment

Monthly ECOM
Delivery Payment

-

Information Prepare the

Receive the data N
Report of ECOM received ECOMDelivery
Delivery Payment Report

»> Payment

Information
received

Ready for
verification

By email

Payment
Report ready 0l ] report
Ready for issi - L iti
Prepare the verifi cvation Verify / check for submission _ Invoice awaltlngl
ECOMDelivery correctness of tosp Send tf)e ECOM Report sent REEEW_E ECOM received Verify ECOM approva Approve
Payment Report data Delivery Delivery Payment Report payment
Payment Report Payment Invoice
toSPs from SPs
Nat'l Admin - FIN Nat'l Mngr HCM HRA Offar m
FIN approval completed
Payment
Submit the dv for
Approvals i reacy i Payment
1A approval HR approval A ECOM Delivery processing Receive ECOM . Records on
rove : . Receive payment N
Appmvet completed Appmvet completed :F;"ent completed Payment Invoice Delivery processed advrijc: file
paymen paymen pay and Payment Payment advice
Report to FIN :

Title: Monthly ECOM Delivery Payment Owner: Hassan Al Aswad C Actions O Feedback

Author: Bashayr Al sharidi Authorization: Authorized Diagram Version: 2 @ Change Log O Keywords

Date: 12/21/2022 Date: 12/26/2022 Review Date: No