	[image: ]
	Hold At Location (HAL) Policy 
Owner/Department: IBU – KWT, SMSA Service Center



	Brief
	SMSA offers a 'Hold at Location' service at designated Service Centers as an added benefit, providing customers with flexible pick-up options to suit their timing needs

	Purpose
	To define the process Service Center Executive will follow while receiving any HAL shipment from a walk-in customer and or receive any shipment for HAL Delivery from SMSA operation.

	Responsibilities
	Service Center Executive: Responsible for processing all Cash HAL shipments received as service requests. This includes receiving, processing, following up, and ensuring the delivery of HAL shipments received from Operations or other stations.
Service Center Supervisor: Ensures that the process is followed in accordance with the policy.

	Guidelines
	HAL Shipments Accepted at Service Centers 
· Definition: A HAL (Hold at Location) shipment is a standard shipment where the customer chooses to have the package held at a Service Center for self-collection by the consignee.
· Restrictions: HAL shipments containing dangerous goods cannot be accepted for Service Center delivery.
·  Responsibilities of the Service Center Executive:
1. Service Selection: Ensure the customer has chosen the Hold at Location service.
2. AWB Details: Specify and define the Service Center on the Air Waybill (AWB) where the customer wants to hold their shipment.
3. Customer Information: Provide the sender with the destination Service Center details, including:
· Telephone number
· Location map
· Working hours
4. Labeling: Attach the HAL label to the shipment and clearly write the destination Service Center information on the label (as shown on the HAL label).
5. Dispatch: Complete the pickup scans and dispatch the shipment to operations for line-haul and connectivity.

HAL Shipments – Service Center Handling Procedure

1. Receiving HAL Shipments
· Receive under the Ops to Service Center Manifest.
· Scan using Service Center In Scan (RTI).
· Place shipments in the designated HAL area securely.

2. Daily Follow-up & Communication
· Call recipients daily until collected or returned to Ops.
· Record call status and comments on CORE.
· Inform recipient of any applicable charges (transportation, duties, etc.).

3. Ongoing Shipment Handling
· Perform HAL (Day) Scans “Rsc Hold Day “starting from Day 2.
· Sort & store in located rack (e.g. A1,A2,B1,B2) until shipment reaches its final status:
· POD (Proof of Delivery)
· RTS (Return to Sender)
· Reroute
· Undelivered after 7 working days → marked as undeliverable unless a valid justification for hold request is available.

4. POD & Recipient Signature Process
· Check for COD, duty, or bill collection requirements.
· Collect payment and issue a receipt to the customer.
· Verify recipient’s name and ID, make photocopy for records.
· If mismatch, escalate to sender or supervisor for approval.
· Request and get signature, name, and phone number.
· Perform POD scan on CORE.

5. POD Sheet Management
· File POD sheets daily in the designated POD file.

6. Change of HAL Status (Reroute Request)
· If delivery is requested:
· Apply scan DEX 29 (Reroute Requested).
· Prepare and hand over to line-haul courier.
· Document in Service Center to Ops Manifest, signed by courier.

7. End-of-Day / Shift Closure Tasks
· Check remaining HAL shipments.
· Perform PMX scans by location.
· Add comment scan if:
· Next day is Friday or public holiday.
· Example: “SSC closed on [DD/MM/YYYY]” or “SSC closed from [DD/MM/YYYY to DD/MM/YYYY]”.
· Verify and update POD info in the system.

8. RTS for Undelivered Shipments
· Daily identification of:
· HAL shipments >7 working days old.
· Shipments flagged per the Undeliverable Shipment Policy.
· Apply scan DEX 14 (Return shipment to Station).
· Hand over to line-haul courier.
· Document in Service Center to Ops Manifest, signed and filed.
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