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	Brief
	A package must not be delivered until the Name and signature of the customer have been obtained on the Delivery Record and ID number where applicable.

	Purpose
	To provide guidelines to SMSA for all the shipments that are delivered to its customers (consignee or third party on behalf of the afore mentioned parties)

	Persons Affected
	Operational employees in all operating cities and branches involved in handling/delivering shipments to customers.

	Responsibilities
	Couriers: responsible for delivery of shipments to customers and completion of Delivery Record
Customer: writing name & signing Delivery Record
Station Managers/ Supervisor: periodic audit of Delivery Records.

	Guidelines
	A Delivery Record is a permanent SMSA record of every package that was delivered or for which delivery was attempted and is a legal document that can be used in a Court of Law.
The Delivery Record is used to analyze SMSA operations for meeting service commitments, route planning, and evaluating courier efficiency.

The Delivery Record is used for:

· Packages couriers have taken out for delivery & delivered or returned to the station with appropriate exception.
· For packages delivered from Station Facilities.

A courier must account for every package taken out for delivery on the Delivery Record, regardless of service type.

It is NOT PERMITTED that a courier sign on behalf of a customer – doing so is a dismissible offence. 

Instructions as on Delivery Record:

I (the person involved in delivery) hereby certify that all information contained in this Delivery Record is accurate and correct. I also understand the applicable policies and procedures for the completion of these Company documents. Falsification is a serious offence and grounds for immediate termination.

Recipients / Consignees:

Every effort should be made to deliver the shipment to the recipient specified on the AWB. If a shipment is delivered to a corporate customer and signed by a Company Representative, the NAME, signature and employee Number or their ID number (where possible) should be entered on the delivery record.

Non-company recipients/consignees:

If a courier delivers a shipment to a non-company address and someone other than the recipient accepts the shipment, NAME, signature and ID number (where possible) should be entered on the delivery record.

Required Entries

For every package, independent of any other tracking or verification procedures, one of the following must appear on the Delivery Record:
· A recipient /consignee signature
· The courier must write the name of the person who is accepting and signing for the delivery of a shipment. 
· The date and time of shipments’ delivery MUST be obtained and recorded on the delivery record and should match with entries on Tracker, CORE & must meet proof of delivery requirements. 

Courier Entries

The following guidelines apply to entries made on the Delivery Record by the courier:
· Use a black/blue, medium ballpoint ink pen.
· Write on a hard, flat surface, such as a clipboard, table etc. (Writing on a soft surface, i.e. stack of documents etc. does not produce a clear image.)
· List entries (no more than 25 lines/rows) on each page.
· Do not skip lines.
· If an error is made Void the line entry and re-enter all information on the next line, said information is to be recorded in the EXCEPTIONS section of the delivery record.
· When a package that is received at the origin station is not shipped due to any reasons such as improper paperwork, leaking, dangerous goods, etc. & is returned to the sender, enter the shipment on the Delivery Record and have the shipper sign for the package when it is returned to avoid claims on packages that are returned. 

Entries by the Person Accepting the Shipment:

The following guidelines apply to entries made on the Delivery Record by the person accepting the shipment.

· The recipient must PRINT his name legibly and sign his legal signature in ink.
· Signature stamps or signatures written in pencil, nicknames and initials (other than the first initial) are not permitted.

Handwriting Style:

Entries should be in Capitals and written in a consistent style as shown below:


0 1 2 3 4 5 6 7 8 9

ABCDEFGHIJKLMNOPQRSTUVWXYZ

(Where customers write names and signatures in Arabic – Courier must ask for and obtain the receiver's name and write the name date and time as specified.)

Auditing Delivery Records:

The Station Management audits Delivery Records at least once each week for accuracy, legibility, and completion. The audit may consist of, as following:

Non-deliverable shipments:

Any shipments that cannot be delivered must have the reason for non-delivery & the same is recorded on the POD with the appropriate DEX code (also updated on Tracker/CORE, such shipments are to be returned & accepted by the Supervisor and the DEX code entered into the system.

Reconciliation:

· Reconciling pieces delivered to the pieces shown on the air waybill copies.
· Reconciling pieces delivered to the total pieces delivered as shown on the timecard.
· Reconciling pieces delivered to the Daily Cash Collection Report entries for daily payments received.

Delivery Record Audit/Retention Procedures:

Station Managers and Supervisors are responsible for auditing Delivery Records and recording results on the audit log. It is also their responsibility to retain Delivery Records and audit logs in station files as required.

Delivery Records should be audited weekly, as follows:

Reconcile entries for pieces delivered to pieces shown on the air waybill copy, and pieces delivered to the total pieces shown on the timecard.

· Verify the accuracy, completeness, and legibility of entries to make sure POD entries are accurate.
· Record the results of your audit in the audit log. 
· Retain file copies of Delivery Records for 3 years, then destroy or store as per company policy.
· Maintain an audit log of Delivery Records with results for at least 2 months after the date of the log.

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