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	 Undeliverable Shipments Policy                       Owner/Department: IBU - BAH, Service Centre



	Brief
	SMSA classifies, to handle, and disposes undeliverable shipments 

	Purpose
	SMSA keeping a high level of service and customer satisfaction.

	Responsibilities
	Service Centre Executive XE "Retail Executive (RE): SMSA Express employee who serves its customers at the Front Counter (Retails)"  is responsible to ensure that shipment has been delivered to consignee. If the shipment classifies as undeliverable shipment for any reason, the Service Centre Executive is responsible to do the necessary procedures to resolve the case, and report it to the Service Centre Supervisor XE "Retail Supervisor (RS): SMSA Express employee who directly supervise Retail Executives in number of retails"  at the same day.

Service Centre Supervisor XE "Retail Supervisor (RS): SMSA Express employee who directly supervise Retail Executives in number of retails"  observes the undeliverable shipments and the policy guidelines has been followed at all times

	Guidelines
	Shipments can be classified as undeliverable when:

· The consignee refused the shipment
· The consignee cannot be identified: the unidentified package is the package that has no documentation attached to it, no SMSA account number, no customer contact information, and the consignee cannot be identified from the package marking or contents
· The shipment is damaged
· Not received at Service Centre
Disposition can made undeliverable Shipments:

· Operations delivered HAL shipment to wrong Service Centre.

· Return shipment (see return shipment Policy)
Procedure

The Service Centre Executive should do the following, if:

1. The consignee refused the shipment:

a. Ensure the consignee do not want to receive the shipment.

b. Apply DEX 07/8 (Shipment refused by recipient)
c. Return shipment to the station (Return Shipment Policy)
2. The consignee cannot be identified:

a. Apply DEX 14 with Comment 
b. Return shipment to the station (Return Shipment Policy)
3. Damage shipment:

a. See Damage Shipment Work Instruction
4. Shipment not received at Service Centre:

a. Try to locate the shipment.

b. Communicate the case to Customer Services Department
c. Report the case to Service Centre Supervisor
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