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	         Third Party Booking Policy
Owner/Department : IBU -  BAH, Customer Services



	Brief
	SMSA Express provide on-forwarding services through Third Party Service Provider for locations / countries not severed by SMSA direct network. 

	Scope
	Customer Service Agent to ensure that all Third-Party air waybills are executed within the timelines, monitored and delivered

	Responsibilities
	Customer Service Agent to ensure that Third-Party air waybills are generated against the SMSA reference air waybill 
Customer Service Supervisor / Team Leader to ensure accuracy of air waybill and information flow to Finance are accurate

Finance: to monitor all Third-Party air waybills generated and bill SMSA customers correctly.

	Guidelines
	There are two types of booking with Third - Party: 

1. Outbound Booking 

2. Inbound Booking (RPI)
Procedure for Outbound Booking: 
a) Customer Service agent receives pickup request through Operations for a Third Party Booking to be placed. 
b) Operation to provide SMSA air waybill and shipping document to the CS Agent
c) CS Agent creates a Third-Party Air waybill putting SMSA air waybill as reference 
d) Third Party Air Waybills are forwarded to Operations for dispatch processing

e) Pick up request is placed with third party for collection

f) Create a Job Card and submit it to Finance

Procedure for Inbound Booking: 

a) Reverse pickup requests are received through Telephone, Email and Internal Staff. The requested received by CS has to have the SMSA air Waybill raised from the customer SMSA portal, Invoice and other documents with the request. (Reverse Pick up Policy)
b) CS Agent checks if the Account number for the customer is Active or Inactive.

c) CS Agent reconfirms if there is any special rate provided for this booking

d) Initiate to prepare Third Party Air waybill with SMSA AWB# as reference 
e) Sends the Third-Party Air waybill to the Shipper / Consignee to contact the Third-Party Service provider in their area /location to arrange the pick up 

f) Send a booking request to the Third-Party office for pick up with the air waybill and other documents. 

g) Monitor the pickup of the shipment and scans 

h) Monitor the arrival of the freight and ensure shipments are transferred to SMSA Clearance facility. 

i) Update the customer for any additional documents required for clearance requirements. 

j) Create a Job Card and submit it to Finance 
Management Role

a) Ensure all pick-up requests are processed systematically and as per the guidelines.

b) Conduct periodic checks to ensure all agents are in line with the system and other resources needed for booking process.

c) Proper coaching imparted to agents periodically.
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