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	Misroute Handling and Prevention Policy                        
Owner/Department: IBU – BAH, Service Center



	Brief
	SMSA makes every reasonable attempt to deliver a misrouted package to the recipient on the delivery commitment date.

	Purpose
	· Prevent service delivery failures

· Provide accurate answers to customer’s inquiries

· Highlight and correct both Service Center and Operations problems

	Responsibilities
	Service Center Executive is responsible to ensure that all shipments have been delivered to right Service Center and make corrective routing action in case of misrouting.

Service Center Supervisor should monitor misrouting shipments and identify reasons of such misroute and report to the Sales and CS Manager for further analysis. 

	Guidelines


	Misrouting shipment is a shipment arrives anywhere in SMSA system that requires corrective routing action.

Misrouting always happened because of the following:

1. Wrong address provided by the Sender.

2. Operations’ miss-sort or miss-load.

Procedure:

1. Identify routing errors and miss-flows.

2. Report misrouting within 30 minutes from the time it has been discovered.

3. Make sure recipient and routing information is correct and complete.

4. Obtain correct recipient information and take corrective action.

5. Correctly route miss-flows to prevent misroute.

6. Determine why the shipment was misrouted.

7. Identify how long time remains from the commitment time given to Sender at the time of acceptance.

8. Determine how long it will take to reroute and deliver the shipment.

9. Correct the route miss-flows.

10. Do the required scans – DEX 29 – Re-route requested

11. Communicate the information to Operations for special handling if needed.

12. Prepare the shipment for Return to Operation (Return Shipment Policy)
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