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	High Value Shipment Handling Policy
 Owner/Department: IBU – BAH, Operations



	Brief
	SMSA ensures any shipments of high or extraordinary value are transported at the highest standards of safety and security on the SMSA Network. 

	Purpose
	To ensure high value shipments are not lost / stolen/ damage. To maintain security Standards in order to provide a safe and robust service to SMSA Customers.

	Responsibilities
	Retail Executive / Couriers: Identify High value shipments and follow the process while accepting shipment at Retail Stores or couriers picking up shipment at customer premises. 

Retail Supervisor, Ops Supervisor, and Manager: Spot checks to monitor compliance and ensure the process is followed accurately. 

	Guidelines
	Definition of High Value Shipment: 

SMSA considers any cash shipment booked under Express Courier Mode falling under the below category to be handled and processed under the High Value shipment handling policy. 

1. If the declared value is above 100USD$ 

2. If the contents fall under the below product type

High Value Items List
Documents

Non-Documents
1. Passport

2. Original Certificates 

3. Legal Tenders

4. Residence ID’s 

5. Bank Drafts 

1. Laptops 

2. Mobile Phones 

3. Precious Metal 

Applicable Exceptions 
International: 

International shipments do not travel on SMSA networks and maybe subject to Airline, customs or other government inspected at origin or destination. 
Shipments booked international are exempted from this policy however if shipment fall under the below criteria the necessary security measure need to be taken. 
1. The contents of shipment fall under the High Value Items List as described in this document

2. The shipment has been insured by the customer using SMSA insurance Policy

3. If the value of shipment is over 13,000 USD$
Other Exceptions: 

1. E-commerce (Domestic & International)

2. SFD 

3. Shipment that are over dimensional are exempted from the pre-printed sealed high value bag packaging 

General: 

1. Station In-charge is responsible for handling high value shipments at all SMSA locations.
2. Couriers are also responsible for bagging, tagging high value shipments when such shipments are picked up from Customers.

3. It is the responsibility of the Station Agent / Supervisor to ensure Couriers have enough supplies of the high value shipment packaging supplies and seals.
4. The Couriers must inform cash customers to ensure their high value shipment(s) against Loss/Stolen/Damage otherwise an indemnity letter must be signed by them.

5. Any reported Loss/Stolen/Damage shipment should be reported to Loss Prevention and the Customer Service Department and an incident report must be completed. See QRM Incident reporting policy

6. All high value shipment will be stored in a secure area covered by CCTV where practical. Only authorized staff is allowed to access this area. 

Procedure for Acceptance of any High Value shipment from Customer (Retail or Courier)

1. For any high value shipment SMSA extended insurance should be offered to the customer and or the Indemnity form need to be signed by the customer. 
2. All High Value packages should be physically checked for the contents and he/she count and ensure that this is no miss-declaration of the quantity or nature of contents. Should ensure that no illegal, hazardous or dangerous items are included in the shipment

3. Indemnity form has to be signed by the customer 

4. All high value shipment should be placed in the pre- printed seal bags and the customer must witness the sealing of the bag. The seal number must be recorded on the AWB.
5. If the shipment is larger than the pre-printed bag then the shipment will have an exception on packaging but the AWB and Pre-alert process to follow.
6. The Security Seal number need to be mentioned on the Manifest.
Procedure for Station Courier accepting High Value shipment from RSC: 
Station Couriers will pick up shipment from RSC. All high value shipment will be physically checked to ensure the following:
a. Shipment has not been tampered in any way
b. AWB fully completed and legible 
c. Check that the following is recorded on the AWB – weight, number of packages, declared value, time of receipt, customer signature, RSC Executive details.
d. Seal number on manifest matches the seal number recorded on the AWB.
e. All high value shipments should be in a pre-printed seal bag. If the shipment is larger than the pre-printed bag then the shipment should be in a clear bag with the black banding with the pre-punched holes.
f. If the Station Courier finds that the above procedures have not been followed then Station Agent/Supervisor/Manager should be informed for a decision.
g. Station Courier will sign the manifest and receive the shipment.
h. Once the Station Couriers receives the shipment the Safety and Security of the shipment will fall from the RSC Executive to the Station Couriers.
i. The Courier once he has done all his pickups will bring the high value shipments to the Station.
j. The high value shipments will be off loaded and handed to the station In-charge handling high value shipments.
k.  Once the station In-charge receives the shipment the Safety and Security of the shipment will fall from the Courier to the station In-charge.

Procedure for Courier Delivering High Value shipment:
1. The station in-charge will sort the shipments according to their routes and handover the shipment to the route courier. 
2. The Courier will verify the AWB is fully completed and legible and ensure that the Security tag Number is the same as on the air waybill. 
3. Once the courier receives the shipment the Safety and Security of the shipment will fall from the station In-charge to the Courier.
4. The courier follows the normal delivery process for the shipment however will cross check the security tag number and make the customer aware of the same before the customer sign the POD sheet. 
5. Any non-delivery must follow the normal exception scans and return process.
Procedure for Retail Delivering High Value shipment:

1. The Retail Executive will verify the AWB is with complete details and legible and ensure that the Security tag Number is the same as on the air waybill. 

2. The Retail Executive follows the normal delivery process for the shipment however will cross check the security tag number and make the customer aware of the same before the customer sign the POD sheet. 

3. Any non-delivery shipment should be stored securely under CCTV coverage.
International High Value Shipment Processing:
Where ever any international shipment falls under the High value process criteria 
Retail Executive or Operations In-charge initiate a core ticket to Customer Service with the following details:
1. Security Tag No

2. Value 

3. Contents 

4. If Insured or No

Customer Service Agent:

1. Send pre-alert to the destination country/Gateway with the package details

2. Monitor the shipment and ensure that appropriate scans and progress

3. If the shipment has been opened for any reason in transit has to be informed to the shipper

4. Monitor until delivery and package received by consignee with no discrepancies

5. Close the ticket



	General
	Any exception to this policy has to be referred to the CGM & QRM.
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