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	Reverse Pickup Policy
Owner/ Department: IBU – KWT, Customer Service



	Brief
	Customer requests for Reverse Pickup for domestic and international shipments are processed as per procedure.

	Purpose
	To provide a standard operating procedure for Reverse Pickup processed by CS Agents

	Person Affected
	Customer Service Agents

	Responsibilities
	CS Agents: To process Reverse Pickup as per procedure. 
CS Supervisor / Team Leader: Responsible to ensure exact and correct information is provided by the agents while processing a reverse pickup. Proper telephone etiquettes must be followed.

	Guidelines
	Procedure CS Agent:
 
Reverse Pickup – Domestic (RPD) 
1. Domestic reverse pickup requests are received through telephone, email and internal staff. The requested received by CS has to have the SMSA Air Waybill raised from the customer SMSA portal with the request.
2. CS Agent checks if the account number for the customer is active or inactive.
3. Arrange booking with KWT Ops Dispatch and send the air waybill copy to the dispatcher by email. 
4. Informs the customer by email about the booking number
5. Follow up with pickup location until shipment is picked up
6. Keep the customer informed about the pickup and or any issues occurred
7. Create a Job Card and submit it to Finance Dept.

Reverse Pick Up International – Inbound (RPI)

Account Customers 
1. International Reverse pickup requests are received through telephone, email and internal staff. The requested received by CS has to have the SMSA Air Waybill raised from the customer SMSA portal, Invoice and other documents with the request.
2. CS Agent checks if the account number for the customer is active or inactive
3. Initiate ticket to the origin country via CORE system
4. Inform the customer by email about the booking ticket number
5. Follow up with pickup location till shipment is picked up. 
6. Keep the customer informed about the pick-up and or any issues occurred
7. Create a Job Card and submit it to Finance Dept.

Cash Customers 
1. CS Agent provides the rate for any ad hoc or walk in customers
2. Customer approaches the Retail and pays the complete charges as agreed
3. Retail will initiate the RPI Air Waybill and forward the copy of Air Waybill and receipt to CS for further pick up processing
4. Initiate ticket to the origin country via CORE
5. Informs the customer by email about the booking ticket number
6. Follow up with pickup location till shipment is picked up
7. Keep the customer informed about the pick-up and or any issues occurred
8. Create a Job Card and submit it to Finance Dept.

Reverse Pick Up International - Outbound (RPI)

1. Customer Service Agent receives a ticket from origin country to have a shipment picked up from KWT
2. Call the customer to confirm the readiness of the material and pick up time 
3. Initiate booking with KWT OPS
4. Update the ticket with the booking number 


	General
	Any exception to this policy must be approved by the CGM.
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