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	UTL Shipments Handling Policy
Owner/ Department: IBU-KWT,  Operations




	Overview
	A UTL shipment is that which has incomplete/incorrect delivery information on the waybill. 
It is the prime responsibility of UTL Agents to solve these shipments on priority and keep the customer (shipper or consignee) informed of the status of their shipment. 

	Person Affected
	UTL Agent or any operation staff clearing UTL shipments. 

	Instruction
	· As soon as the shipment is segregated & scanned, the agent should scan the shipments and upload data into SPANEL. 
· CS will call customers based on data submitted by UTL Agent, call customers and update details into SPANEL and provide the customer with alternate commitment for delivery.
· UTL Agent will check on updated UTL shipments from SPANEL, print the new address label, attach to the shipments and apply UTL Out.
· All the cleared shipments should be handed over to the station along with manifest & by following handover procedures. 
· Maintained UTL report.
Note: all shipments should have a sticker (handwritten/printed) on the shipment wherein the agent will fill in the delivery details; no staff is allowed to write on the shipment’s packaging directly using markers/pens. 

In the case of international shipments, follow the above procedure and then open a ticket in CORE to obtain alternate delivery/disposition information from the shipper. 

UTL Agent must achieve 90% UTL shipments clearance target per month.

UTL Agent Etiquette:

All UTL agents must follow the below etiquette while communicating with the customers:

· GOOD MORNING SIR / AS SALAAM ALAIKUM
· HOW ARE YOU?
· MY NAME IS “SAY YOUR NAME”
· I AM CALLING YOU FROM SMSA
· WE HAVE A SHIPMENT FOR YOU AND WOULD LIKE TO HAVE YOUR ADDRESS FOR DELIVERING THE SAME 
· ADDRESS DETAILS TO BE OBTAINED:
· MAY I HAVE YOUR COMPANY NAME (IF APPLICABLE)
· YOUR LANDLINE NUMBER (IF APPLICABLE)
· STREET NUMBER
· BLOCK NUMBER
· BUILDING/HOUSE/ VILL NUMBER
· FLOOR NUMBER
· DOOR NUMBER
· IF THE CUSTOMER COOPERATES TAKE ADDITIONAL INFO SUCH AS P.O. BOX, ZIP CODE , LANDMARKS.. ETC

· YOUR SHIPMENT WILL BE DELIVERED BY “GIVE THE CORRECT COMMITMENT”
· PLEASE TAKE A NOTE OF YOUR SHIPMENT NUMBER “PROVIDE WAYBILL NUMBER TO THE CUSTOMER”

NOTE: STRESS HARD TO GET DELIVERY DETAILS AND CONVINCE THE CUSTOMER THAT WE WILL DELIVER THE SHIPMENT TO HIS DOOR STEP. 
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