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	Mail Handling Policy
Department/ Owner: Mailroom Management



	Brief
	It is the policy of SMSA to follow standards for Mail Handling and ensure that Mail is delivered / collected from customers in an efficient and professional manner and fulfill requirements as identified by our Client.

	Purpose
	The purpose of the policy is to provide a framework for handling different types of Mail.

	Persons Affected
	Covers all mailroom employees in all operating cities and branches kingdom-wide.

	Guidelines
	Guidelines – Outgoing Mail Handling:

· The External / Internal Couriers pickup mail from designated points as agreed with our client and drop the collected shipments into a centralized point (Mailroom) for further process.

· Mailroom designated assigned staff must ensure that all mail received from the couriers arrive safely in the mailroom, and ensure that the items and packaging are suitable for shipping.

· Mailroom Staff must ensure that external mail/express shipments have complete sender address information, physical location, P.O. Box or Street Name (whichever is applicable) and ZIP Code with related paperwork (for International Shipment is provided). It is the responsibility of the Mailroom Supervisor to make certain that all mandatory requirements for shipping are fulfilled. Any mail that arrives before cut-off will be connected the same working day through a selected service provider.

· All mail arriving at the mailroom will be recorded into the Mailroom Management (MRM) System other than ordinary post office mail.

· Personal Mail (Ordinary, Registered and Express) where Cash/Credit Card is involved must be dropped at the Mailroom by the Sender.
· MRM Daily Cash Collection Report has to be filled and executed daily/weekly basis.

· Express Mail Multiple Piece Shipments, must have a Multiple Piece Sticker (MPS) per piece (except the master piece with the Air waybill) attached.

· Mailroom Staff will ensure that Special Arrangements are made for the pickup of heavy shipments and once they are collected they must be stored in a safe place and handled according to the Heavy Shipment Handling Procedure.

· For High Value and Extra Value Shipments (other than Internal Mail), Mailroom Staff will ensure that all such shipments are insured as per the Insurance Policy. All High Value and Extra Value Shipments will be stored in a secure area (Safe or Cage), and pickup and delivery handled as per  High Value Procedure
· SMSA will deliver all Ordinary/ Registered Mail to the Postal Services.

Guidelines – Incoming Mail Handling:

· All incoming mail arriving in the Mailroom from external sources is registered in the Mailroom Management (MRM) System except Ordinary Mail. Mail received from an Express Courier Provider will be recorded with the Air waybill (AWB) No. into Mailroom Management (MRM) System.

· Mail with an unclear or an un-identified address must be handled as per the Unable to Locate Policy mutually agreed with the client.

· SMSA will hold all undelivered shipments in the mailroom for a period of 30 days and thereafter client should inform us in writing regarding the final disposal of the shipments.

· Couriers must ensure that mail is delivered to the correct recipient and the recipient name with signature must be captured on the Delivery Record
· Any damaged shipments must be inspected by the Supervisor and a Damaged Inspection Report prepared and retained on file. The Supervisor will contact the recipient to report a damaged shipment and agree on delivery/inspection. The recipient must inspect the damaged shipment in front of the Courier and liaise with the Mailroom Supervisor to resolve the matter.
· For Multiple Piece Shipments, Couriers will re-confirm the number of packages delivered per Airway bill (AWB) or Delivery Record.
· Mailroom staff will collect registered mail from the Postal Service on behalf of client and ensure that the envelopes and parcels are not tampered with or damaged. If any envelopes or parcels are found tampered with or damaged, they must be identified in the presence of a Postal Service Office employee and a Postal Service Office damage report obtained.

· Any requests for the tracking of mail is handled as follows:

· Internal Mail within client premises (i.e. mail received by SMSA mailroom and registered in the Mailroom Management System - MRM) will be tracked in the MRM system

· Normal Mail (Mail not registered in the MRM system and destined to be posted with Postal Service), No tracking possible by MRM or Postal Service

· Registered Mail (Recorded in MRM system and Postal Service System) will be tracked in both these systems.

· Express Mail (Recorded in MRM system and Express Vendor System) will be tracked in both these systems.

Guidelines - Incoming mail for Clients with X-Ray Requirements:


· Mailroom Supervisors will ensure that all incoming mail from external sources will be X-Ray scanned if required and any mail identified as suspicious, will be handled as per the Suspicious Mail Identification & Disposal Procedure. 
· Any shipments not able to go through the X-Ray machine, will be notified to the client and arrangements made to send the shipment to the SMSA nearest office to be scanned in the large X-Ray Scanner.  This will result in a delay of 24 hours.

Guidelines – Mail Documents Filing:

· Mailroom Supervisors will ensure that all Delivery Records have the required recipient Names and signatures and that they are filed on a daily basis. The Delivery Record File will be retained in the mailroom for a period not exceeding 90 days. After 90 days, all files will be handed over to the client for archiving.

	General
	Any exceptions to the policy must be approved by SMSA and Client
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