	
	         Third Party Reverse Pickup Policy
Owner/Department : IBU - BAH, Customer Services
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	Brief
	SMSA 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 service provider air waybills are executed within the timelines, monitored and delivered

	Responsibilities
	Customer service agent to ensure that third party service provider 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 service provider air waybills generated and bill SMSA customers correctly.

	Guidelines
	1. International reverse pickup requests are received through Telephone, Email and Internal Staff. The requested received by customer service agent has to have the SMSA air waybill raised from the customer SMSA portal, Invoice and other documents with the request.

2. Customer service agent checks if the account number for the customer is active or inactive.

3. Customer service agent check and confirm via email with finance which third party service provider to be used.

4. Customer service agent receives confirmation from finance via email which third party service provider to be used.

5. Customer service agent initiates to prepare third party service provider air waybill confirmed by finance with SMSA air waybill as reference.
6. Customer service agent sends the third-party service provider air waybill to the shipper / consignee to contact the third-party service provider in their area / location to arrange the pickup. 
7. Customer service agent to update the daily RPI report with shipment details.

8. Customer service agent to monitor the pickup of the shipment and scans on daily basis to delivery. 

9. Customer service agent to keep the customer informed about the pickup and or any issues occurred.
10. Customer service agent to update the customer for any additional documents required for clearance requirements. 

11. Customer service agent to create job card and to be filled once shipment is delivered or cancelled.
Management Role

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

b) Proper coaching imparted to agents periodically.
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