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	 KWT C2B Jobs Work Instructions
Owner / Department:  IBU-KWT, Operations



	Purpose
	This document is created to provide an understanding on the Customer to Business (C2B) jobs work instructions.

	Person Affected
	Operation Manager, Operations Supervisors, Dispatcher, Station Agents, Sorters, Couriers.

	Customer to Business Jobs
	Customer to Business Jobs are shipments that were delivered to the consignee earlier and want to return back to the shipper. The consignee will coordinate with the shipper for the return and the shipper will coordinate with SMSA to return the shipment back with a new Secom AWB.

	Work Instructions
	1. Shipper has to create a C2B Job.
2. Dispatcher searches on SPANEL for the C2B Job (Under Return Pickups Field).
3. Station Agent or sorter shall print the AWB and assign the job to the concerned courier for the pickup process.
4. Courier will receive the C2B job on the courier App installed on his device.
5. Courier shall attempt the pickup and get the shipment from the customer then put the AWB on it and applies PUP Scan.  
6. The courier shall ensure proper packaging as he does for any other shipments.
7. Courier shall handover the shipment to the station agent when he returns back to station.
If the shipment was not picked due to any of the pick-up exceptions, the job will remain pending on the App until the second PUP attempt. In this case, the following processes has to be followed;
1. Apply PUX as a failed PUP attempt on day 1.
2. Attempt day 2 Pick up on the next day and bring back the shipment to the station.
3. If the PUP attempt on day 2 failed, the station agent has to be informed to ensure PUXs in place to auto job closure.

	General Notes to be Considered 

	1. The use of the packaging should be SMSA standard ePack or customer packaging to paste the label.  
2. The courier should write the SMSA TRK# on the package (not the customer item) and should refer to match the number before pasting the label.  
3. The courier should carry SMSA ePack to pick up the package.  
4. The agent is responsible to check the PUP and guide the courier to assure the collection been performed as per set procedure. 
5. The Sorter/Agent can assign the available jobs in to the route at any time within their duty hours and before leaving.  
6. Issues that may happen will be analyzed by the dispatcher and raise it with Key accounts and account manager.  
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