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[bookmark: _Toc182406905]1. DOCUMENT OVERVIEW 
[bookmark: _Toc299459761][bookmark: _Toc350775179][bookmark: _Toc182406906]1.1 Purpose
[bookmark: _Toc299459762]The purpose of the Training Plan is to identify the appropriate training strategies and activities required to achieve the desired learning outcome during the implementation of each SMSA Training Course, considering the organization’s objectives & requirements.
The Training Plan provides a clear understanding of what must happen to meet the training requirements that have been defined, thus, end-users receive training in the knowledge, skills, and/or abilities required to support the new/existing roles, business processes and/or technology. 
[bookmark: _Toc350775184][bookmark: _Toc182406907]1.2 Audience
This document is intended for use by:
· Directors
· Department Heads
· Department Managers
· Training Manager / Learning & Development Advisor
· Training Specialist / Talent Learning Specialist / Assistant Talent Learning Specialist
· Talent Learning Coordinator
[bookmark: _Toc182406908]1.3 Training Objectives
Outlined below are the objectives for the Training Plan: 
Welcome to SMSA – New Hire Orientation (NHO)
· To give New Hire Employees an introduction about SMSA as an organization, it’s history, Vision, Mission, & Core Values, Quality Policy, Leadership, etc. 
·  So that New Hire Employees will have an overview of the SMSA Services, Different Departments & Basic Processes that involve our customers.
·  To provide New Hire Employees Quality & Risk Management Awareness, Quality Management System, Policies & Procedures, etc.

SMSA Ground Operations & Services (SGO)
· To make participants more familiar with the SMSA Packaging & specifications & SMSA Services, its details & pricing.
·  To learn about the AWB (Automated & Manual) recognition of information & completion for the Manual version, Insurance & Indemnity Forms, Items of High Value/Extraordinary Items & High Value Shipment Handling.
·  To be familiar with the use of the Service Reference Guide & its details.
· To know about the different Customs Paperwork information & requirements.
· To learn about Proper Packaging inspection & guidelines.
SMSA Process Training (PRO)
· To gain more familiarity with the use of the GUIDE system in accessing CORE Department specific processes, Forms, Work Instructions & Policies.
·  To understand in greater detail the CORE Processes of Operations, SDC, SSC , CSD MRM Departments.
·  To be able to demonstrate self-navigation and explanation of specific CORE department processes.

CORE System Training (COR)
· To understand better the different CORE System functionalities (Accessing, Administration, Operations, etc.)
·  To learn more about scans and provide information about tracking shipments.
·  To be able to demonstrate how to effectively use the CORE system depending on scenarios presented.

Customer Service Excellence – Basic – Level 1 & 2 (CSB12)
· To gain information regarding basic customer service about the company, our employees, & our customers.
· To understand Customer Service Basics such as the Customer Service Cycle, Customer's Wants & requirements, Reactive vs. Proactive Service, Moments of Truth, etc.
·  To learn and improve participants Telephone Skills & Etiquette.

Customer Service Excellence - Intermediate (CSI)
· To know about customer's energies & break down problems to present solutions.
· To learn how to perform Problem analysis using the Fishbone Analysis & Force Field Technique.
· To understand how to Inspire Trust & Team Development Stages 
· To learn and accept one's role via the Belbin's Team Roles.

Customer Service Excellence - Advanced (CSA)
· To learn more on how to deal with the Types of Difficult Customers based on Personality.
· To know about the 7 Difficult Customer Personality Types.
· To learn about Conflict Resolution & the Thomas-Killman Conflict Mode Instrument.
· To understand Emotional Intelligence and Competence.
· To know about the Three Levels of Service Encounters.

Dangerous Goods Regulations Training - Personnel Responsible for Preparing Dangerous Goods Consignments - Function 7.1
• 	To learn how to thoroughly utilize the IATA Dangerous Goods Regulations Manual (DGR).
• 	To know more about the different classes of Dangerous Goods.
• 	To understand the procedures in preparing Dangerous Goods.
• 	To have a thorough understanding of the documentation needed in Dangerous Goods.
• 	To learn about emergency procedures with in relation to Dangerous Goods.

Dangerous Goods Regulations Training - Personnel Responsible for Processing or Accepting Goods Presented as General Cargo - Function 7.2
•	To be familiar about Dangerous Goods.
• 	To know more regarding Shipper's and Operator's responsibilities.
• 	To understand the Dangerous Goods presented as General Cargo.
• 	To learn about emergency response procedures in relation to Dangerous Goods.

Dangerous Goods Regulations Training - Personnel Responsible for Processing or Accepting Dangerous Goods Consignments - Function 7.3
• 	To learn how to thoroughly utilize the IATA Dangerous Goods Regulations Manual (DGR).
· To know more about the different classes of Dangerous Goods.
• 	To understand the procedures in accepting/processing Dangerous Goods.
• 	To have a thorough understanding of the documentation needed in Dangerous Goods.
• 	To learn about emergency procedures with in relation to Dangerous Goods.

Dangerous Goods Regulations Training - Personnel Responsible for Handling Cargo in a Warehouse, Loading & Unloading Unit Load Devices & Loading & Unloading Aircraft Cargo Compartments - Function 7.4
• 	To know the basics of Dangerous Goods
• 	To identify roles and responsibilities.
• 	To know more about classification & hazard communication
• 	To understand cargo pre-loading
• 	To learn about emergency response procedures in relation to Dangerous Goods.

Dangerous Goods Regulations Training - Personnel Responsible for the Screening of Passengers and Crew and their Baggage, Cargo, Mail - Function 7.10
• 	To identify and know what are Dangerous Goods.
• 	To know more regarding Shipper's and Operator's responsibilities.
• 	To understand about classification and packaging in Dangerous Goods.
• 	To know more about Processing/Accepting Cargo.
• 	To learn about emergency response procedures in relation to Dangerous Goods.

Suspicious Package Awareness (SUS)
· To educate and raise Awareness to all staff involved in mail and package handling as there is safety & security risk associated with it.
· To recognize Suspicious Packages & perform the necessary steps.
· To know one's Responsibility regarding suspicious packages
· To learn what Emergency actions for suspicious packages.



Environment, Health & Safety Awareness (EHS)
· To provide Environmental and Occupational Health & Safety Training to persons working for, or on behalf of SMSA Express awareness of:
· To raise awareness of the Importance of conformance with the EHS Policy & Procedures, regulatory &  other requirements, and with the requirements of the EHS management system; Conformance
· To learn the significant Environmental Impacts, actual or potential of their work activities and the environmental benefits of improved personal performance; Impact.

Foreign Corrupt Practices Act (FCPA)
· To know what is the Foreign Corrupt Practices Act (FCPA) and its details.
· To learn how it is applicable to a SMSA employee's role.
· To learn avoidance of violating the FCPA.

Defensive Driving Training (DDT)
· To understand the meaning of Defensive Driving.
· To learn the factors that contributes to Defensive Driving.
· To be gain familiarization with Saudi Arabia Traffic Rules (or IBU country).

Point of Sale Training (POS)
· To learn how to access and operate the Point of Sale System (POS).
· To know how to perform different transactions using the Point of Sale System (Shipper/Consignee & Package Information, Service Selection & Pricing, Thermal AWB completion, Application of Scans, etc.)
· To learn how to use the various peripherals associated with the Point of Sale System (Scanner, Thermal Printer, MADA Debit/Credit Card Machine, Receipt Printer, etc.)

Effective Selling Skills (ESS)
· To understand the various concepts behind Selling Skills.
· To give participants the basic skills of the Sales Process.
· To develop self confidence in selling & cross-selling SMSA Products/Services.

Forklift Safety & Operations (FLT)
· To gain more familiarity with the different Forklift Types & various components.
· To know how to perform a Pre/Post Trip Forklift Inspection.
· To learn Proper Safety Operations when using a Forklift.

Supervisory Skills Training (SPT)
· To learn the various concepts on for supervision and leadership.
· To relate the supervisory concepts to an employee's tasks.
· To add to or improve already existing supervisory skills previously learned.


Time Management Training (TMT)
· To know how to Overcome Procrastination.
· To learn how to Organize your workplace.
· To learn how to Plan and Prioritize.

Operations Training for Healthcare-Logistics (OHL)
· To learn about the Special Operating Procedures of the Healthcare-Logistics.
· To understand the different procedures, responsibility, documentation & technical details.
· To have a better understanding of specific processes/mandatory requirements for Healthcare-Logistics.

Cold Chain Awareness Training (CCA)
· To learn about the Special Operating Procedures of Cold Chain Logistics.
· To understand the different procedures, responsibility, documentation & technical details regarding Cold Chain Logistics.
· To have a better understanding of specific processes/mandatory requirements for Cold Chain Logistics. 

SMSA Security Awareness (SSA)
· So security procedures can be followed.
· Requirement of TAPA.
· Understanding your role and responsibilities.
· Standards are followed.
· Reduce Risks. 

SMSA Special Distribution Channel Operations (SDC)
· To be familiar with the different project the Special Delivery Channel Department is involved with.
· To learn about the various processes depending on the project of the SDC.
· To know about the tools/technology utilized for the SDC Projects.


Complaint Handling Procedure & Quality Awareness (CHT)
· To be familiar with SMSA Complaint Handling Policy and its associated procedures.
· To learn and utilize various aspects of Communication on how to deal with customer complaints.
· To learn about body language, rapport, active listening & empathy in relation to customer complaints.

Coaching and Mentoring (CMT)
· To be learn about the coaching models & steps to effective coaching.
· To be able to utilize the various techniques and models in coaching an employee.
· To learn how to complement coaching by mentoring and vice versa.


SMSA Dry Ice Awareness Project (DRY)
· To be learn about the coaching models & steps to effective coaching.
· To be able to utilize the various techniques and models in coaching an employee.
· To learn how to complement coaching by mentoring and vice versa.

Logistics & Order Fulfillment Operations (LOG)
· To learn about basic concepts for logistics.
· To understand basics about Warehousing & Inventory.
· To know more about processes in Fulfilment project.


Management Skills Training for Operations Managers (MST) 
· To understand better the Job Descriptions & Specifications.
· To learn more about Training Needs and requirements.
· To know about other aspects that needs to be reinforced with their roles (Uniform, Disciplinary Action, etc.)

Toolbox Training (Train-the-trainer) (TBT)
· To learn about basic concepts for training.
· To be able to know about participant's training needs & create lesson plans.
· To create engaging training materials and supporting materials.

SMSA Ground Operations & Services – Online Training 
																									To provide the Online version of the following:
· To make participants more familiar with the SMSA Packaging & specifications & SMSA Services, its details & pricing.
·  To learn about the AWB (Automated & Manual) recognition of information & completion for the Manual version, Insurance & Indemnity Forms, Items of High Value/Extraordinary Items & High Value Shipment Handling.
·  To be familiar with the use of the Service Reference Guide & its details.
· To know about the different Customs Paperwork information & requirements.
· To learn about Proper Packaging inspection & guidelines.

SMSA Process Training – Online Training
																									To provide the Online version of the following:
· To gain more familiarity with the use of the GUIDE system in accessing CORE Department specific processes, Forms, Work Instructions & Policies.
· To understand in greater detail the CORE Processes of Operations, SDC, SSC , CSD MRM Departments.
·  To be able to demonstrate self-navigation and explanation of specific CORE department processes.



Online Re-currency for SMSA Ground Operations & Services 
																							To provide a re-currency online learning version on the following:
· To make participants more familiar with the SMSA Packaging & specifications & SMSA Services, its details & pricing.
·  To learn about the AWB (Automated & Manual) recognition of information & completion for the Manual version, Insurance & Indemnity Forms, Items of High Value/Extraordinary Items & High Value Shipment Handling.
·  To be familiar with the use of the Service Reference Guide & its details.
· To know about the different Customs Paperwork information & requirements.
· To learn about Proper Packaging inspection & guidelines.


Corresponding Course as a result of Performance Objective or Technical Competency Gap (Classroom Training)
· To address performance objective or technical competency gaps as a result of the performance appraisal.

Corresponding Course/Topic as a result of Performance Objective or Technical Competency Gap (Coaching Session)
· To address performance objective or technical competency gaps as a result of the performance appraisal.

SMSA Skillsoft E-learning Courses (E-learning)
· To address behavioral competency gaps as a result of the performance appraisal.

Behavioral Competency Gap Topics (Coaching Session)
· To address behavioral competency gaps as a result of the performance appraisal if the employee is weak in English.

All External / Outsource Training (Classroom Training)
· Would vary depending on training needs.

[bookmark: _Toc182406909]1.4 Desired Outcome
The following section outlines the desired outcome/course outcome per course:
 Welcome to SMSA – New Hire Orientation (NHO)
· To learn about SMSA’s Profile (History, Certifications, Executive Board, Covered Cities, Employees, SSC Service Centers, and International Business Units etc.)
· To have an overview of the SMSA Corporate Structure & SMSA World.
· To know SMSA’s Vision, Mission, Core Values, Quality Policy, & SMSA Strategic Plan.
· To learn about ISO in SMSA (Advantages of ISO, Transition from ISO 9001: 2008 to ISO 9001: 2015, Context of the Organization, Identification of Interested Parties, Scope of Quality Management System, Other Methods of Risk Identification, Risk Identification, Methods of Opportunity Identification).
· To be introduced to the SMSA Services (International & Domestic), Business Groups (Key & Support), Overview of Different Departments (Operations, Mail Room Management, SSC , SMSA Freight).
· To learn how customers can send and receive packages in SMSA & Package Movement in SMSA.
· To know more about the Quality Management System (GUIDE) – What is GUIDE, a Process, Why Processes are mapped, Single Source, Log-in Page, GUIDE Home screen, Landing Page, Department Processes, Process Maps & Policies.
·  To have an overview of the QRM Department (Functions, Risk Team, Security Hotline, Losses, Theft, Honesty, Reward Program, Employee Theft – Don’t even think about it, Effects of Staff Theft, Disciplinary Violation Document, QRM Investigation, Suspension, Negligence, Confidentiality, Staff Searches, Why Missing Shipments Happen, How to Stop Losses, 1-10-100 Principle, Incidents to Report, Incident Reporting, Health & Safety, Fire: Health & Safety, Fire: What to Do, Fire: Marshals & Evacuation Points, How to Use a Fire Extinguisher, Environment, Health & Safety Policy
SMSA Ground Operation & Services (SGO)
SMSA Services:
· To learn about the different SMSA Packaging (SMSA Envelope, SMSA Pak, SMSA Bag, SMSA 2, 5, 10, 25 & 40 kg boxes, SMSA Unmarked 10 & 25kg Boxes, SMSA Honey & Olive Oil Boxes, SMSA Small, Medium & Large Boxes & Customer Packaging
· To understand the different SMSA Domestic Services, details & pricing (SMSA Priority Overnight Documents, SMSA Priority Overnight Parcels, SMSA Freight Service, SMSA Intra-City Domestic, SMSA Domestic Promotional Boxes 2,5, 10, 25, & 40 kg boxes, SMSA Special Packaging -Olive Oil & Honey Boxes, SMSA Priority Overnight Cash on Delivery, Saudi Armed Forces Special Service, Services Center to Services Center, SMSA Smartship, SMSA Fresh Box, SMSA Cold Shipping Service, SMSA Cargo Shipping Service, SMSA Sahl Service, SMSA Turbo Express Service, SMSA Packaging Materials for Sale)
· To gain more knowledge about the different SMSA International Services, details & pricing (SMSA International Documents, SMSA International Non-Documents,  SMSA International Inbound Service, SMSA International Promo boxes 2, 5, 10, 25 & 40 kg boxes, SMSA International Parcel by Road, SMSA Freight Service, SMSA Store2Door)To know about Value Added Tax, Hold At Location information & checking the Status of a Package via Online & SMSA App.
SMSA Airwaybill (AWB):
· To learn about the definition, and rules in completing a Manual AWB.
· To realize the importance of an AWB.
· To learn how to fill a SMSA AWB (Manual & Electronic version).
· To know completion responsibility of SMSA AWB (Manual & Electronic version).
· To understand SMSA AWB Copy Distribution (Manual & Electronic version).
· To learn about Customs Value, Carriage Value & Dimensional weight.
· To know about High Value/Items of Extraordinary Value & High Value Shipment Handling.
· To gain knowledge about Insurance & Indemnity Forms.
· SMSA Service Reference Guide (SRG):
· To understand the SMSA SRG Policy & its use as a Quality Tool.
· To have an introduction to the SRG, Use of the Reference Guide & Table.
· To learn the 73 most commonly shipped commodities, Standard Restrictions & Prohibited Commodities.
· To know about SRG legends, logic of commodity information, Document/Non-Document Reference Guide.
· To understand about Value Notes, How to use country service notes, & Country information.
Customs Paperwork:
· To learn about Customs Authorities & Completion Responsibility.
· To know about Customs requirement for all destinations, the Commercial & Pro-forma Invoice.
· To be familiar with the Packing List, Certificate of Origin, Indemnity Letter, Shipper's Declaration for Blood Samples, Material Safety Data Sheet, & Harmonized Code.
· To understand requirements for the Kingdom of Saudi Arabia & its Customs Paperwork.
· To gain knowledge about United States of America Requirements & its Customs Paperwork, Personal Effects & Gift shipments.
Proper Packaging:
· To understand the general guidelines for proper packaging.
· To know how to pack Small Items in Large Quantities.
· To learn about packing Fragile Items & Diagnostic Specimens
· To be familiar with general guidelines in sealing, taping methods, tags & labels.

SMSA Process Training (PRO)
Operations Department Process (related Forms, Work Instructions & Policies):
· To comprehend and apply the processes as spelled out under the Operations functions under: Station, Line Haul, Gateway, Support Services & Overgoods.
· To recall and apply the related Forms, Work Instructions & Policies related to the Operations Department. 
· To have a better understanding of Operations Processes - Station Functions: Delivery, Pick Up, Operations Agent, Unable to Locate, Dispatcher & Sorter Function.
· To have a better understanding of Operations Processes - Linehaul Functions: Receiving & Sorting, Connections, Data Encoding, Heavy Duty Drivers, Repair & Return Shipments.
· To have a better understanding of Operations Processes - Gateway Functions: Gateway Clearance (Documents & Low Value Shipments, High Value Shipments).
· To have a better understanding of Operations Processes - Support Services Functions: Fleet Management (Vehicle Request, Vehicle Transfer, Vehicle Accident, Vehicle Repair).
· To have a better understanding of Operations Processes - Overgoods: Centralized Overgoods
SSC  Department Process (related Forms, Work Instructions & Policies):
· To comprehend and have the ability to apply the processes as spelled out under the SSC  functions of: Shipment Acceptance (Documents & Non-Documents), Hold at Location Shipments.
· To recall and apply the related Forms, Work Instructions & Policies related to the SSC  Department. 
Customer Service Department Process (related Forms, Work Instructions & Policies):
· To comprehend and have the ability to apply the processes as spelled out under the CSD functions of:  Customer Service, Contact Center, CS Support, Customer Care, Call Back Agent, Trace Agents)
· To recall and apply the related Forms, Work Instructions & Policies related to the CSD Department. 
Special Delivery Channel Department Process (related Forms, Work Instructions & Policies):
· To comprehend and have the ability to apply the processes as spelled out under the SDC functions of:  Deliver Shipment, Pickup Shiment, Route Shipment
· To recall and apply the related Forms, Work Instructions & Policies related to the SDC Department. 
Mail Room Management Department Process (related Forms, Work Instructions & Policies):
· To comprehend and have the ability to apply the processes as spelled out under the MRM functions of:  Deliver Mail, Pickup Mail - Registered & Not-Registered, Process Inbound Non-Automated Mail, Sorting Mail from Mailroom.
· To recall and apply the related Forms, Work Instructions & Policies related to the SDC Department.

SMSA CORE Training (COR)
· To learn how perform the proper Access, Administration, Operations, Order Management.
· To demonstrate access and application to the Administration screen: Prices, PDS Operations, & My Profile.
· To demonstrate access and application to the Operations screen: Track & Trace, Scans, & Reports.
· To demonstrate access and application to the Order Management screen: Booking, CRM Customer Admin, CRM Ticket Admin, CRM Ticket, CRM Reports

Customer Service Excellence - Basic – Level 1 & 2 (CSB12)
·  To recall SMSA Mission, Vision & CORE Values.
·  To identify they Key & Support Business Groups Processes.
·  To review the Organizational Structure.
·  To identify SMSA Services.
·  To know your role in the Organization (Detailed Org. Structure).
·  To review GUIDE on Job Process, Job Description, Benefits, Rewards & Recognition.
·  To know about KPIs.
·  To identify Employees Feedback & Suggestion.
·  To identify Customer Processes.
·  To define the role of Customer (Customer Service Charter).
·  To identify Customers' Complaint/Feedback system.
·  To identify Customer Segments.
·  To gain knowledge about the Excellence Handbook.
·  To know about QYAS, Mystery Shopping, & Customer Feedback System.
·  To define Customer Service.
·  To know the W.I.P.E Service Cycle.
·  To know the Service Cycle Improvement.
·  To identify What Customers Want.
·  To know what is the Customer Loyalty Ladder.
·  To define Pro-active vs. Reactive Service.
·  To identify Service Quality Problems.
·  To know what are Customer Quality Requirements.
·  To realize the Cost of Bad Customer Service.
·  To know the importance of Attitude.
·  To know about Beliefs, Values & Attitudes.
·  To be familiar with Service Profit Chain.
·  To realize the Moments of Truth and how to face it.
·  To identify the Steps for Exceptional Telephone Customer Service.
·  To know How to Open the Conversation.
·  To know How to Help the Customer within the Call.
·  To know How to Close the Call.
·  To learn about Telephone Etiquette.
·  To identify Pointers for Excellent Telephone Skills.
·  To be introduced to Techniques to Overcome Stress (Stress Management).

Customer Service Excellence - Intermediate (CSA)
·  To understand customer's energies for better dealing.
·  To learn about the 4MAT System for learning.
·  To educate customers effectively on policies and procedures in a way to ensure comprehension and retention.
·  To know about the Different Nature of Problems.
·  To understand Open & Closed problems & the closed problem analysis methods
·  To learn about Problem Formulation 
·  To solve customer's problems by finding root cause and proposing the right solutions.
·  To learn about the Fishbone Analysis for Problem Solving.
·  To understand the Force Field Technique in Decision Making.
·  To learn how to Inspire Trust.
·  To understand the Different stages in Team Development.
·  To work as a team to serve customers faster and more effectively, while leaving good impressions.
·  To learn about the Seven Pillars of Team Building.
·  To know about the Belbin's Team Roles



Customer Service Excellence - Advanced (CSA)
·  To learn about Leadership of Teams for Better Excellence in Service.
·  To understand more about the Types of Difficult Customer Personality Types
·  To learn how to Manage the 7 Difficult Customer Personality Types.
·  To be familiar with with the Five Conflict Styles & how to manage these conflicts.
·  To learn about the DESC Formula to Control Conflict.
·  To know about Constructive Conflict.
·  To learn about Conflict Resolution Methods.
·  To understand the Thomas-Killman Conflict Mode Instrument.
·  To know about Emotional Intelligence.
·  To learn about Emotional Competence.
·  To understand the Three Levels of Service Encounters.

Dangerous Goods Regulations Training - Personnel Responsible for Preparing Dangerous Goods Consignments - Function 7.1
•	Recognize the legal requirements regarding dangerous goods transportation
•	Understand general limitations
•	Identify the different roles and responsibilities
•	Comprehend the importance of classification and packaging
•	Understand hazard communication 
•	Evaluate a substance or an article against the classification criteria
•	Determine dangerous goods description
•	Review special provisions
•	Assess packing options including quantity limitations
•	Apply packing requirements
•	Apply marks and labels
•	Assess use of an overpack
•	Prepare documentation
•	Familiarize with the basic emergency response

Dangerous Goods Regulations Training - Personnel Responsible for Processing or Accepting Goods Presented as General Cargo - Function 7.2
Understand the Legal requirements 
•	Familiarize with dangerous goods applicability, recognize the legal requirements regarding dangerous goods transportation
•	Understand general limitations.
•	Identify the different roles and responsibilities, Shipper’s and Operator’s responsibilities, check state/operator variations.
•	Comprehend the importance of classification and packaging
•	Understand hazard communication.
•	Familiarize with the basic emergency response.
•	Understand Processing and Accepting Goods Presented as General Cargo: Process / Accept Cargo other than dangerous Goods 
•	Documentations - Hidden / Undeclared dangerous Good 
•	Package - Hidden / Undeclared dangerous Good
•	Accepting cargo collect safety data
•	Report dangerous goods accidents, incidents, undeclared/mis-declared dangerous goods, occurrences.

Dangerous Goods Regulations Training - Personnel Responsible for Processing or Accepting Dangerous Goods Consignments - Function 7.3
•	Recognize the legal requirements regarding dangerous goods transportation
•	Understand general limitations
•	Identify the different roles and responsibilities
•	Comprehend the importance of classification and packaging
•	Understand hazard communication 
•	Complete, review and verify the relevant documentation for transportation (DGD, AWB, Exemptions, Approvals, etc.)
•	Review, apply and verify the package marks, labels, packaging type & package condition
•	Verify and apply state/operator variations
•	Familiarize with the acceptance procedures (acceptance checklist, shipment information, retention of documents) 
•	Familiarize with the basic emergency response
•	Report dangerous goods accidents, incidents, undeclared/mis-declared dangerous goods, occurrences

Dangerous Goods Regulations Training - Personnel Responsible for Handling Cargo in a Warehouse, Loading & Unloading Unit Load Devices & Loading & Unloading Aircraft Cargo Compartments - Function 7.4
•	Understand the basics of Dangerous Goods
•	Understand the general limitations
•	Identify roles and responsibilities
•	Understand the importance of classification
•	Understand hazard communication
•	Familiarize with basic emergency response 
•	Manage Cargo Pre-Loading
•	Collect safety data

Dangerous Goods Regulations Training - Personnel Responsible for the Screening of Passengers and Crew and their Baggage, Cargo, Mail - Function 7.10
•	Understand the basics of dangerous goods
•	Understand the general limitations
•	Identify roles and responsibilities
•	Understand the importance of classification and packaging
•	Understand hazard communication
•	Familiarize with basic emergency response
•	Processing/Accepting Cargo 
•	Collecting Safety Data


Suspicious Package Awareness (SUS)
·  To identify mails & packages & what makes it suspicious.
·  To know what Mail/Package bombs look like.
·  To learn Critical Actions to take on suspicious packages.
·  To know about Information for Emergency Services.
·  To recognize Bomb threats, it's Goals, Types, & Telephone Bomb threats.
·  To learn about Envelopes with Powder & Biological Agents.
·  To know about Response Procedures for Biological Agents.
·  To learn procedures If A Chemical Release is Suspected in Facility.
·  To know about one's responsibility for Suspicious Packages.

Environment, Health & Safety Awareness (EHS)
·  To learn about the Introduction & SMSA EHS Policy.
·  To know about Health & Safety Foundations.
·  To gain more knowledge about Organizing for Health & Safety.
·  To promote a Positive Health & Safety Culture. 
·  To know about Risk Assessment.
·  To learn Principles of Control.
·  To gain more knowledge about Movement of People and Vehicles - Hazards & Control.
·  To know about Manual & Mechanical handling Hazards & Control.
·  To learn about Work Equipment Hazards & Control.
·  To gain more knowledge about Electrical Hazards & Control.
·  To know about Fire Hazards & Control.
·  To learn about Chemical and Biological Health Hazards and Control.
·  To gain more knowledge about Physical and Psychological Health Hazards and Control.
·  To know about Incident Investigation, recording and reporting.
·  To learn about Monitoring, Review and Audit.

Foreign Corrupt Practices Act (FCPA)
·  To know the meaning, details of the Foreign Corrupt Practices Act & its components.
·  To understand the FCPA: Anti-Bribery Provisions.
·  To learn about FCPA: Who is a Covered Person.
·  To gain more knowledge about FCPA: What Types of Payments Violate the Law.
·  To know about FCPA: Who is a Foreign Official.
·  To understand the FCPA: to “Obtain or Retain Business”?
·  To learn about FCPA: Is there “Corrupt” Intent.
·  To know about the FCPA: Exceptions and Affirmative Defenses.
·  To understand the FCPA: Enforcement and Penalties.
·  To learn about FCPA: Is there “Corrupt” Intent.
·  To gain more knowledge about the FCPA: Recent Enforcement Trends.
·  To know about the FCPA: Recent anti-bribery cases.
·  To learn about the Organization for Economic Cooperation and Development (OECD) Anti-bribery Convention & Other anti-bribery rules/initiatives.

Defensive Driving Training (DDT)
·  To know the meaning of Defensive Driving.
·  To learn about Accidents Occurrences, Costs & Classification.
·  To understand the Ten Major Causes of Traffic Injury.
·  To learn about Other Common Driving Errors.
·  To understand about Driver Attitude.
·  To learn about Seatbelts.
·  To know the Five Keys of Defensive Driving.
·  To know the Six Conditions Affecting Driving.
·  To learn about Driving Situations.
·  To know about Accident Prevention & Reporting Procedure.
·  To know Why You Should Drive Safely.
·  To learn about KSA (Or IBU Unit) Traffic Rules .

Point of Sale Training (POS) – For SSC  Department Only – (under development)
·  To learn how to Accessing & Signing in  POS.
·  To get familiarized in Starting a new session: Return from Break, Ending Session.
·  To know how to accept shipments: Domestic & International.
·  To understand how to Select a Service: General (Domestic & International), VISA Service (Domestic), & VISA Return (Domestic).
·  To learn how to complete AWB Details filling: General to Confirm Checkout. 
·  To know how to apply Discounts.
·  To learn how to select Payment Methods: Cash, Card, Customer Account, Cash on Delivery.
·  To know how to Print the Thermal AWB, Receipt & associated documents as necessary.

Effective Selling Skills (CSS) – For SSC  & Sales Department Only 
·  To learn the Introduction to Consultative Selling Skills.
·  To know about the Sales Process, Background of Sales, History & Stories of Sales Giants.
·  To understand the Sales Competency: Knowledge-Skills-Behaviors.
·  To learn how to convert the Service Encounter to Sales Opportunity.
·  To know the Eight Effective Points for a Professional & Effective Sales visit.
·  To understand the Sales equation & the final definition of selling.
·  To learn the Six steps sales staircase introduction, examples & detailed explanation of step 1 & 2.
·  To perform the Instructor's test and challenge (Hypothetical Sales Situation).
·  To know how to use the Questioning Techniques.
·  To learn about the Sales Funnel.
·  To understand better Outlining customers' need - step 3 of the sales process.
·  To perform practice Exercises in gathering three types of questions related to express transportation industry.
·  To know how to Offer the Solution - step 4 Focus on the features, advantages & benefits.
·  To learn how to deal with Objections & Customer Complaints.
·  To understand Price Handling and early price objections handling.
·  To know about Gaining Commitment - Step 6: Closing strategy, while influencing not manipulating others, Closing Alternatively or Assumedly, Closing without Coercion & Self Confidence and Control.

Forklift Safety & Operations Training (FLT) 
·  To know the different Forklift components. 
·  To learn about the Forklift driving habits.
·  To learn about the use of Seatbelts in Forklifts.
·  To understand about Visibility in Forklift Operations.
·  To know about Pedestrians while using the Forklift.
·  To be familiarized with the Stability Triangle.
·  To learn how to read a Forklift Capacity Plate. (with Load, without Load and proper distance from backrest)
·  To know about the Occupational Safety & Hazard Administration regulations about Pre/Post Trip Inspection.
·  To learn about Forklift Operations (Speed & Movement).
·  To understand about Operations on Inclines (with Load & without Load).
·  To know about Overhead Clearance.
·  To be familiar with Danger Zones in Forklifts.
·  To learn about Load Stability.
·  To learn Maneuvering in Tight Quarters (Forward & Reverse movements).
·  To understand about Blocking & Bracing.
·  To know about Load Transportation and Handling.
·  To learn how to properly Park the Forklift.
·  To be familiar with Equipment Interface.

Supervisory Skills Training (SPT) 
·  To define requirements for particular tasks.
·  To properly set expectations for your staff.
·  To learn how to set SMART goals for yourself.
·  To learn how to help your staff set SMART goals.
·  To know how to assign work and delegate appropriately.
·  To provide effective, appropriate feedback to your staff.
·  To manage your time more efficiently.
·  To help your team resolve conflicts.
·  To understand how to manage effectively in particular situations.
·  To understand what a new supervisor needs to do to get started on the right path.


Time Management Training (TMT) 
·  To know to set SMART Goals.
·  To learn how to Prioritize your time.
·  To understand how to plan wisely.
·  To learn about Tackling Procrastination.
·  To know to deal with Crisis Management.
·  To learn about Organizing your workplace.
·  To know about Setting a Ritual.
·  To learn about Meeting Management.

Operations Training for Healthcare-Logistics (OHL) 
·  To learn about the Introduction to Healthcare.
·  To know more about one's Responsibility with regards to the different processes.
·  To learn about the Procedures for: Monitoring of Temperature & Humidity Control, Warehouse Cleanliness, Storage of Products, Calibration of Equipments, Pest Control.
·  To know about the Inbound Receiving Process.
·  To learn the Processing & Dispatching of Orders.
·  To learn about the Issuance, Delivery & Return Operations for Cold Chain Items.
·  To know about the Stock Handling and Stock Control.
·  To learn about Storage and Handling of Cold Chain Items.
·  To learn about Contingency Procedure During Delivery.
·  To know about Procedure for Medical Equipment Returned.
·  To know about Cold Room & Freezer Operations.
·  To learn about Product Quarantine.
·  To learn about Disposal Management. 
·  To learn about Product Complaint.
·  To know about Recall Procedure.
·  To know about Cycle Count.
·  To learn about the Procedure for Temperature Mapping

Cold Chain Awareness Training (CCA) 
·  To learn about the Introduction to Cold Chain Logistics.
·  To know more about one's Responsibility with regards to the different processes for Cold Chain Logistics.
·  To learn about the Procedures for Cold Chain Logistics: Monitoring of Temperature & Humidity Control, Warehouse Cleanliness, Storage of Products, Calibration of Equipments, Pest Control, Record.
·  To know about the Pickup Process.
·  To learn about Dispatching of Shipments.
·  To learn about Storage and Handling of Cold Store Shipments.
·  To know about the Temperature Control Room.
·  To know about the The Vehicles, Equipments, and the Product in Transit.
SMSA Security Awareness (SSA) 
·  To learn about the Responsibilities of Security & QRM.
·  To learn about Access Control.
·  To learn about Alarms.
·  To learn about Lighting.
·  To learn about Confidentiality.
·  To learn about Government Visitors
·  To learn about Uniforms.
·  To learn about Emergency Service Telephone Numbers.
·  To learn about Other General Security.
·  To learn about Staff Searches.
·  To learn about Lockers.
·  To learn about Incident Report.
·  To learn about Escalation Procedure.

SMSA Special Delivery Channel Operations (SDC) 
· To know about the tools and technology used by SDC
· To get familiar with the pickup, validation, dispatch processes.
· To learn about the various processes.

Complaint Handling Procedure & Quality Awareness Training (CHT) 
·  To know the Purpose, Scope and Commitment of Complaint Handling Policy.
·  To learn about the Terms and Definitions for Complaint  Handling.
·  To define a Complaint (Complaint vs. Not a Complaint - Invalid Complaints)
·  To understand Complaint Classification.
·  To know about the Roles and Responsibility for Customer Service Management.
·  To be familiarized with the Complaint Handling Process.
·  To learn about Learning & Continuous Improvement (Complaint Handling Policy).
·  To know about Service Levels (Complaint Handling Policy).
·  To learn about Key Performance Indicators (Complaint Handling Policy).
·  To understand about Customer Service Rules.
·  To know about Levels of Complaints.
·  To be familiar in Dealing with Customer Complaints (H.E.A.T. & 6As)
·  To learn about Effective Communication.
·  To learn about Overcoming the Barriers to Effective Communication (K.I.S.S.)
·  To understand about Body Language.
·  To know about Elements of Voice.
·  To learn how to Build Rapport thru Voice & thru Body Language.
·  To be familiar with Active Listening & Empathy.
·  To understand about Verbal & Non-Verbal Active Listening.
·  To know about Assertiveness.
·  To learn about Questioning Techniques.
·  To be familiar with the Complaint Management System (CORE Ticketing System).

Coaching and Mentoring Training (CMT) 
·  To define Coaching, Mentoring and the GROW Model.
·  To identify and set appropriate goals using the SMART technique of goal setting.
·  To identify the steps necessary in defining the current state or reality of your employee's situation.
·  To identify the steps needed in defining options for your employee and turn them into a preliminary plan.
·  To identify the steps in developing a finalized plan or wrapping it up and getting your employee motivated to accomplish those plans.
·  To identify the benefits of building and fostering trust with your employee.
·  To identify the steps in giving effective feedback while maintaining trust.
·  To identify and overcoming common obstacles to the growth and development of your employee. 
·  To identify when the coaching is at an end and transitioning your employee to other growth opportunities.
·  To identify the difference between mentoring and coaching, using both to enable long-term development through a positive relationship with your employee. 

SMSA Dry Ice Awareness Project (DRY)
· DRY ICE Definition
· Comparison Between DRY ICE & NORMAL ICE
· MEDICAL ADVANCE TREATMENT (MAT) & SMSA Dry ICE Project
· Applications of DRY ICE
· DRY ICE BLASTING
· Medical & Vaccine Transportation
· Frozen Sea Food Transportation
· Electric Car Racing –DiriyahEprix2021
· SAUDIA CARGO & SAL 
· SAFETY & REGULATORY

Logistics & Order Fulfillment Operations (LOG)
· Definition of logistics 
· Different aspects of logistics such as (Warehousing & Inventory)
· Main processes in Fulfillment Project.

Management Skills Training for Operations Mangers (MST)
· Job Description and Specifications
· Training & Development
· Coaching
· Uniform
· Disciplinary Action
· Environment, Health and Safety
· Quality & Risk Management.

Toolbox Training (Train-the-trainer) (TBT) 
·  To define Training, Facilitating, and presenting.
·  To understand how to identify participants' training needs.
·  To create a lesson plan that incorporates the range of learning preferences
·  To create an active, engaging learning environment.
·  To develop visual aids and supporting materials.
·  To manage difficult participants and tough topics.

SMSA Ground Operations & Services Online Training 
To provide the online learning version on the following:
· SMSA Services:
· To learn about the different SMSA Packaging (SMSA Envelope, SMSA Pak, SMSA Bag, SMSA 2, 5, 10, 25 & 40 kg boxes, SMSA Unmarked 10 & 25kg Boxes, SMSA Honey & Olive Oil Boxes, SMSA Small, Medium & Large Boxes & Customer Packaging
· To understand the different SMSA Domestic Services, details & pricing (SMSA Priority Overnight Documents, SMSA Priority Overnight Parcels, SMSA Freight Service, SMSA Intra-City Domestic, SMSA Domestic Promotional Boxes 2,5, 10, 25, & 40 kg boxes, SMSA Special Packaging -Olive Oil & Honey Boxes, SMSA Priority Overnight Cash on Delivery, Saudi Armed Forces Special Service, Services Center to Services Center, SMSA Smartship, SMSA Fresh Box, SMSA Cold Shipping Service, SMSA Cargo Shipping Service, SMSA Sahl Service, SMSA Turbo Express Service, SMSA Packaging Materials for Sale)
· To gain more knowledge about the different SMSA International Services, details & pricing (SMSA International Documents, SMSA International Non-Documents,  SMSA International Inbound Service, SMSA International Promo boxes 2, 5, 10, 25 & 40 kg boxes, SMSA International Parcel by Road, SMSA Freight Service, SMSA Store2Door)To know about Value Added Tax, Hold At Location information & checking the Status of a Package via Online & SMSA App.
SMSA Airwaybill (AWB):
·  To learn about the definition, and rules in completing a Manual AWB.
·  To realize the importance of an AWB.
·  To learn how to fill a SMSA AWB (Manual & Electronic version).
·  To know completion responsibility of SMSA AWB (Manual & Electronic version).
·  To understand SMSA AWB Copy Distribution (Manual & Electronic version).
·  To learn about Customs Value, Carriage Value & Dimensional weight.
·  To know about High Value/Items of Extraordinary Value & High Value Shipment Handling.
·  To gain knowledge about Insurance & Indemnity Forms.
SMSA Service Reference Guide (SRG):
·  To understand the SMSA SRG Policy & its use as a Quality Tool.
·  To have an introduction to the SRG, Use of the Reference Guide & Table.
·  To learn the 73 most commonly shipped commodities, Standard Restrictions & Prohibited Commodities.
·  To know about SRG legends, logic of commodity information, Document/Non-Document Reference Guide.
·  To understand about Value Notes, How to use country service notes, & Country information.
Customs Paperwork:
·  To learn about Customs Authorities & Completion Responsibility.
·  To know about Customs requirement for all destinations, the Commercial & Pro-forma Invoice.
·  To be familiar with the Packing List, Certificate of Origin, Indemnity Letter, Shipper's Declaration for Blood Samples, Material Safety Data Sheet, & Harmonized Code.
·  To understand requirements for the Kingdom of Saudi Arabia & its Customs Paperwork.
·  To gain knowledge about United States of America Requirements & its Customs Paperwork, Personal Effects & Gift shipments.
Proper Packaging:
·  To understand the general guidelines for proper packaging.
·  To know how to pack Small Items in Large Quantities.
·  To learn about packing Fragile Items & Diagnostic Specimens
·  To be familiar with general guidelines in sealing, taping methods, tags & labels.

Customer Service Excellence – Basic – Level 1 & 2 (CSE) Online Training
To provide the online learning version on the following:
·  To recall SMSA Mission, Vision & CORE Values.
·  To identify they Key & Support Business Groups Processes.
·  To review the Organizational Structure.
·  To identify SMSA Services.
·  To know your role in the Organization (Detailed Org. Structure).
·  To review GUIDE on Job Process, Job Description, Benefits, Rewards & Recognition.
·  To know about KPIs.
·  To identify Employees Feedback & Suggestion.
·  To identify Customer Processes.
·  To define the role of Customer (Customer Service Charter).
·  To identify Customers' Complaint/Feedback system.
·  To identify Customer Segments.
·  To gain knowledge about the Excellence Handbook.
·  To know about QYAS, Mystery Shopping, & Customer Feedback System.
·  To define what is Customer Service.
·  To know the benefit of Customer Service.
·  To differentiate Products vs. Services.
·  To identify Different Types of Customers.
·  To identify types of Customers based on Personality.
·  To define what Customers Want.
·  To identify Requirements for Excellent Customer Service.
·  To know what are Customer Quality Requirements.
·  To learn about Customer Service Tools & Techniques.
·  To know how to Use Open / Close Ended Questions.
·  To know how to Handle Different Types of Customers.
·  To differentiate Verbal vs. Non-Verbal Communication.
·  To identify Parts of Your Voice.
·  To know techniques & Pointers for Face-to-Face Conversations.
·  To identify the Steps for Exceptional Telephone Customer Service.
·  To know How to Open the Conversation.
·  To know How to Help the Customer within the Call.
·  To know How to Close the Call.
·  To learn about Telephone Etiquette.
·  To identify Pointers for Excellent Telephone Skills.
·  To be introduced to Techniques to Overcome Stress (Stress Management).

SMSA Process  (PRO) Online Training
To provide the online learning version on the following:
Operations Department Process (related Forms, Work Instructions & Policies):
·  To comprehend and apply the processes as spelled out under the Operations functions under: Station, Line Haul, Gateway, Support Services & Overgoods.
·  To recall and apply the related Forms, Work Instructions & Policies related to the Operations Department. 
·  To have a better understanding of Operations Processes - Station Functions: Delivery, Pick Up, Operations Agent, Unable to Locate, Dispatcher & Sorter Function.
·  To have a better understanding of Operations Processes - Linehaul Functions: Receiving & Sorting, Connections, Data Encoding, Heavy Duty Drivers, Repair & Return Shipments.
·  To have a better understanding of Operations Processes - Gateway Functions: Gateway Clearance (Documents & Low Value Shipments, High Value Shipments).
·  To have a better understanding of Operations Processes - Support Services Functions: Fleet Management (Vehicle Request, Vehicle Transfer, Vehicle Accident, Vehicle Repair).
·  To have a better understanding of Operations Processes - Overgoods: Centralized Overgoods
· SSC  Department Process (related Forms, Work Instructions & Policies):
·  To comprehend and have the ability to apply the processes as spelled out under the SSC  functions of: Shipment Acceptance (Documents & Non-Documents), Hold at Location Shipments.
·  To recall and apply the related Forms, Work Instructions & Policies related to the SSC  Department. 
Customer Service Department Process (related Forms, Work Instructions & Policies):
·  To comprehend and have the ability to apply the processes as spelled out under the CSD functions of:  Customer Service, Contact Center, CS Support, Customer Care, Call Back Agent, Trace Agents)
·  To recall and apply the related Forms, Work Instructions & Policies related to the CSD Department. 
Special Delivery Channel Department Process (related Forms, Work Instructions & Policies):
·  To comprehend and have the ability to apply the processes as spelled out under the SDC functions of:  Deliver Shipment, Pickup Shipment, Route Shipment
·  To recall and apply the related Forms, Work Instructions & Policies related to the SDC Department. 
Mail Room Management Department Process (related Forms, Work Instructions & Policies):
·  To comprehend and have the ability to apply the processes as spelled out under the MRM functions of:  Deliver Mail, Pickup Mail - Registered & Not-Registered, Process Inbound Non-Automated Mail, Sorting Mail from Mailroom.
·  To recall and apply the related Forms, Work Instructions & Policies related to the SDC Department.

Online Re-currency for SMSA Ground Operations & Services (SGO) Training
To provide a re-currency online learning version on the following:
SMSA Services:
· To learn about the different SMSA Packaging (SMSA Envelope, SMSA Pak, SMSA Bag, SMSA 2, 5, 10, 25 & 40 kg boxes, SMSA Unmarked 10 & 25kg Boxes, SMSA Honey & Olive Oil Boxes, SMSA Small, Medium & Large Boxes & Customer Packaging
· To understand the different SMSA Domestic Services, details & pricing (SMSA Priority Overnight Documents, SMSA Priority Overnight Parcels, SMSA Freight Service, SMSA Intra-City Domestic, SMSA Domestic Promotional Boxes 2,5, 10, 25, & 40 kg boxes, SMSA Special Packaging -Olive Oil & Honey Boxes, SMSA Priority Overnight Cash on Delivery, Saudi Armed Forces Special Service, Services Center to Services Center, SMSA Smartship, SMSA Fresh Box, SMSA Cold Shipping Service, SMSA Cargo Shipping Service, SMSA Sahl Service, SMSA Turbo Express Service, SMSA Packaging Materials for Sale)
· To gain more knowledge about the different SMSA International Services, details & pricing (SMSA International Documents, SMSA International Non-Documents,  SMSA International Inbound Service, SMSA International Promo boxes 2, 5, 10, 25 & 40 kg boxes, SMSA International Parcel by Road, SMSA Freight Service, SMSA Store2Door)To know about Value Added Tax, Hold At Location information & checking the Status of a Package via Online & SMSA App.
SMSA Airwaybill (AWB):
·  To learn about the definition, and rules in completing a Manual AWB.
·  To realize the importance of an AWB.
·  To learn how to fill a SMSA AWB (Manual & Electronic version).
·  To know completion responsibility of SMSA AWB (Manual & Electronic version).
·  To understand SMSA AWB Copy Distribution (Manual & Electronic version).
·  To learn about Customs Value, Carriage Value & Dimensional weight.
·  To know about High Value/Items of Extraordinary Value & High Value Shipment Handling.
·  To gain knowledge about Insurance & Indemnity Forms.
SMSA Service Reference Guide (SRG):
·  To understand the SMSA SRG Policy & its use as a Quality Tool.
·  To have an introduction to the SRG, Use of the Reference Guide & Table.
·  To learn the 73 most commonly shipped commodities, Standard Restrictions & Prohibited Commodities.
·  To know about SRG legends, logic of commodity information, Document/Non-Document Reference Guide.
·  To understand about Value Notes, How to use country service notes, & Country information.
Customs Paperwork:
·  To learn about Customs Authorities & Completion Responsibility.
·  To know about Customs requirement for all destinations, the Commercial & Pro-forma Invoice.
·  To be familiar with the Packing List, Certificate of Origin, Indemnity Letter, Shipper's Declaration for Blood Samples, Material Safety Data Sheet, & Harmonized Code.
·  To understand requirements for the Kingdom of Saudi Arabia & its Customs Paperwork.
·  To gain knowledge about United States of America Requirements & its Customs Paperwork, Personal Effects & Gift shipments.
Proper Packaging:
·  To understand the general guidelines for proper packaging.
·  To know how to pack Small Items in Large Quantities.
·  To learn about packing Fragile Items & Diagnostic Specimens
·  To be familiar with general guidelines in sealing, taping methods, tags & labels.

Corresponding Course as a result of Performance Objective or Technical Competency Gap (Classroom Training)
·  Will vary depending on prescribed above courses - Classroom Training.

Corresponding Course/Topic as a result of Performance Objective or Technical Competency Gap (Coaching Session)
·  Will vary depending on prescribed training needs.

SMSA Skillsoft E-learning Courses
· Depending on assigned competency based course.

Behavioral Competency Gap Topics
· Depending on assigned competency based course.

All External / Outsource Training (Classroom Training)
·  Will vary depending on requested training course.
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The following table describes the Target Department / Personnel per course:
Table 1 – Target Department / Personnel 
	Course
	Target Department
	Target Personnel

	Welcome to SMSA - New Hire Orientation (NHO)
	All New Hire Employees
	All Employees

	SMSA Ground Operations & Services (SGO)
	Operations, SSC , MRM, CSD, Freight Departments
	SSC  Executive, SSC  Floater, Courier, Clerk, UTL - Agent, Contact Center Agent, Call Back Agent, Agent on Floor, Customer Care Agent, Clearance Coordinator, SFD Positions: Account Executive, Account Manager, Clearance Coordinator,  Clearance Specialist, Driver,  Export Coordinator, Heavy Duty Driver, Key Account Executive, National Administrator, Operations Agent, Operations Executive - Import, Project Coordinator, Regional Supervisor, Territory Manager, Regional Manager 

	SMSA Process Training
	Operations, SSC , MRM, Healthcare, SDC, CSD, Freight Departments
	SSC  Executive, SSC  Floater, Courier, Clerk, UTL - Agent, Validation Agent - SDC, Contact Center Agent, Call Back Agent, Agent on Floor, Customer Care Agent,  SFD Positions: Account Executive, Account Manager, Clearance Coordinator,  Clearance Specialist, Driver,  Export Coordinator, Heavy Duty Driver, Key Account Executive, National Administrator, Operations Agent, Operations Executive - Import, Project Coordinator, Regional Supervisor, Territory Manager, Regional Manager 

	CORE System Training
	Operations, SSC , SDC, CSD, Freight Departments
	SSC  Executive, SSC  Floater, Courier, UTL - Agent, Contact Center Agent, Call Back Agent, Agent on Floor, Customer Care Agent,  SFD Positions: Clearance Specialist, Regional Supervisor 

	Customs Service Excellence – Basic – Level 1 & 2
	Operations, SSC , MRM, Healthcare, SDC, CSD, Freight Departments
	SSC  Executive, Floater, Courier, Clerk, UTL - Agent, Validation Agent - SDC, Contact Center Agent, Call Back Agent, Agent on Floor, Customer Care Agent, Clearance Coordinator and Employees dealing with direct customers, SFD Positions: Account Executive, Account Manager, Clearance Coordinator,  Clearance Specialist, Driver,  Export Coordinator, Heavy Duty Driver, Key Account Executive, National Administrator, Operations Agent, Operations Executive - Import, Project Coordinator, Regional Supervisor, Territory Manager, Regional Manager 

	Customs Service Excellence - Intermediate
	Operations, SSC , MRM, Healthcare, SDC, CSD, Sales, & Freight Departments
	Supervisory/Middle Management level employees

	Customs Service Excellence - Advanced
	Operations, SSC , MRM, Healthcare, SDC, CSD, Sales, & Freight Departments
	Supervisory/Middle Management level employees

	Dangerous Goods Regulations Training - Personnel Responsible for Preparing Dangerous Goods Consignments - Function 7.1
	Operations
	Clerk, UTL – Agent, or identified individual by Department Manager

	Dangerous Goods Regulations Training - Personnel Responsible for Processing or Accepting Goods Presented as General Cargo - Function 7.2
	Operations, SSC , MRM, Healthcare, SDC, CSD, Freight Departments
	SSC  Executive, SSC  Floater, Courier, Clerk, UTL - Agent, Validation Agent - SDC, Clearance Coordinator, Contact Center Agent, Call Back Agent, Agent on Floor, Customer Care Agent, SFD Positions: Account Executive, Account Manager, Clearance, Handlers

	Dangerous Goods Regulations Training - Personnel Responsible for Processing or Accepting Dangerous Goods Consignments - Function 7.3
	Operations, SSC , MRM, Healthcare, SDC, CSD, Freight Departments
	SSC  Floater, Supervisor, Manager or identified individual by Department Manager.

	Dangerous Goods Regulations Training - Personnel Responsible for Handling Cargo in a Warehouse, Loading & Unloading Unit Load Devices & Loading & Unloading Aircraft Cargo Compartments - Function 7.4
	Operations, SSC , MRM, Healthcare, SDC, CSD, Freight Departments
	SSC  Executive, SSC  Floater, Courier, Clerk, UTL - Agent, Validation Agent - SDC, Clearance Coordinator, Contact Center Agent, Call Back Agent, Agent on Floor, Customer Care Agent, SFD Positions: Account Executive, Account Manager, Clearance, Handlers

	Dangerous Goods Regulations Training - Personnel Responsible for the Screening of Passengers and Crew and their Baggage, Cargo, Mail - Function 7.10
	Operations, QRM
	Clearance Specialists/Agents, Safety Security Executive, Security Officer  

	Suspicious Package Awareness
	Operations, SSC , MRM, Healthcare, SDC, CSD, Freight Departments
	SSC  Executive, Floater, Courier, Clerk, UTL - Agent, Contact Center Agent, Call Back Agent, Agent on Floor, Customer Care Agent, Clearance Coordinator, SFD Positions: Account Manager, Clearance Coordinator,  Clearance Specialist, Export Coordinator, Heavy Duty Driver, National Administrator, Operations Agent, Operations Executive - Import, Regional Supervisor, Territory Manager, Regional Manager 

	Environment, Health & Safety Awareness
	Operations, SSC , MRM, Healthcare, SDC, CSD, Freight Departments
	SSC  Executive, Floater, Courier, Clerk, UTL - Agent, Validation Agent - SDC, Contact Center Agent, Call Back Agent, Agent on Floor, Customer Care Agent, Clearance Coordinator, SFD Positions: Account Executive, Account Manager, Clearance Coordinator,  

	Foreign Corrupt Practices Act
	Operations, SSC , MRM, Healthcare, SDC, CSD, Freight Departments
	SSC  Executive, Floater, Courier, Clerk, UTL - Agent, Validation Agent - SDC, Contact Center Agent, Call Back Agent, Agent on Floor, Customer Care Agent, Clearance Coordinator & Employees deals with Govt. Depts,  SFD Positions: Account Executive, Account Manager, Clearance Coordinator,  Clearance Specialist, Operations Executive - Import, Regional Supervisor, Territory Manager, Regional Manager 

	Defensive Driving Training
	Operations, MRM, Healthcare, SDC, & Freight Departments
	Courier, Floater - STC, UTL - Agent & Heavy Duty Drivers, SFD Positions: Account Executive, Account Manager, Clearance Coordinator,  Clearance Specialist, Driver,  Export Coordinator, Heavy Duty Driver, Operations Agent,  Project Coordinator, Regional Supervisor, Territory Manager, Regional Manager 

	Point of Sale Training (For SSC  Department Only) - under development
	SSC  Department
	SSC  Executive, SSC  Floater

	Effective Selling Skills 
	SSC , Sales Department & Freight Departments
	SSC  Executive, SSC  Floater, Employees of Sales Department per their discretion, SFD Positions: Account Executive, Account Manager 

	Forklift Safety & Operations Training
	Operations Department
	Forklift Operator, Handler, Senior Handler 

	Supervisory Skills Training
	Operations, SSC , MRM, Healthcare, SDC, CSD, Sales, & Freight Departments
	Supervisory/Middle Management level employees

	Time Management Training
	Operations, SSC , MRM, Healthcare, SDC, CSD, Sales, & Freight Departments
	Supervisory/Middle Management level employees

	Operations Training for Healthcare - Logistics
	Healthcare-Logistics Department
	Employees of Healthcare-Logistics Department

	Cold Chain Awareness Training
	Healthcare-Logistics Department
	Employees of Healthcare-Logistics Department

	SMSA Security Awareness
	All departments
	All Employees

	SMSA Special Delivery Channel (SDC) Operations
	Special Delivery Channel Department
	Employees of Special Delivery Channel Department

	Complaint Handling Procedure & Quality Awareness (CHT)
	Operations, SSC , MRM, Healthcare, SDC, CSD, Freight Departments
	SSC  Executive, Floater, Courier, Clerk, UTL - Agent, Validation Agent - SDC, Contact Center Agent, Call Back Agent, Agent on Floor, Customer Care Agent, Clearance Coordinator and Employees dealing with direct customers, SFD Positions: Account Executive, Account Manager, Clearance Coordinator,  Clearance Specialist, Driver,  Export Coordinator, Heavy Duty Driver, Key Account Executive, National Administrator, Operations Agent, Operations Executive - Import, Project Coordinator, Regional Supervisor, Territory Manager, Regional Manager 

	Coaching & Mentoring Training (CMT)
	Operations, SSC , MRM, Healthcare, SDC, CSD, Sales, & Freight Departments
	Supervisory/Middle Management level employees

	SMSA Dry Ice Awareness Project (DRY)
	Sales, CSD, MRM, & Relevant Depts. Upon request
	Accounts Executive, Account Manager, Territory Manager, Regional Coordinator – Sales, Industry Key Accounts Manager, Lead Qualifier, Telesales Executive – Female, Team Leader - Call Back, RP Officer, Contact Center Agent – Male, Customer Care Agent, Key Accounts Agent, Call Back Agent, Team Leader - Contact Center, Key Accounts Agent, Trace Officer, Quality Assurance Specialist, Supervisor Contact Center – Female, Project Manager

	Logistics & Order Fulfillment Operations (LOFO)
	Sales, LOG & Other Relevant Depts. Upon request
	Telesales Executive – Female, Team Leader – Telesales, Territory Manager, Account Manager, Lead Qualifier, Accounts Executive, Regional Coordinator – Sales, Regional Manager – Sales, Account Manager, Key Accounts Coordinator, Dispatcher – Logistics, Operations Supervisor, Logistic Clerk, Receiving Shipping Operator, Clerk – Logistics, Picker – Logistics, Handler – Logistics, Pharmacist, Testing Operator – Logistics
 


	Management Skills training for Operations Managers (MST)
	EOPS, OPS, MRM, LOG
	Regional Manager – Gateway, Manager - Station LMX, Manager – Station, Regional Administrator – Station, Supervisor – Gateway, Team Leader – Logistics, Supervisor – Healthcare, Assistant Manager – Projects, Supervisor-Sorting-RSC Dispatch, Manager – Station, Pharmacist & any other middle management personnel.

	Toolbox Training (Train-the-trainer) (TBT)
	Operations, SSC , MRM, CSD, Freight Departments
	Supervisory/Middle Management level or employees who perform Toolbox sessions

	SMSA Ground Operations & Services (SGO) Online Training
	Operations, SSC , MRM, CSD, Freight Departments
	Untrained Employees (more than 2 years with company): SSC  Executive, SSC  Floater, Courier, Clerk, UTL - Agent, Contact Center Agent, Call Back Agent, Agent on Floor, Customer Care Agent, Clearance Coordinator, SFD Positions: Account Executive, Account Manager, Clearance Coordinator,  Clearance Specialist, Driver,  Export Coordinator, Heavy Duty Driver, Key Account Executive, National Administrator, Operations Agent, Operations Executive - Import, Project Coordinator, Regional Supervisor, Territory Manager, Regional Manager 

	Customer Service Excellence (CSB12) – Basic – Level 1 & 2 Online Training
	Operations, SSC , MRM, Healthcare, SDC, CSD, Freight Departments
	Untrained Employees (more than 2 years with company): SSC  Executive, Floater, Courier, Clerk, UTL - Agent, Validation Agent - SDC, Contact Center Agent, Call Back Agent, Agent on Floor, Customer Care Agent, Clearance Coordinator and Employees dealing with direct customers, SFD Positions: Account Executive, Account Manager, Clearance Coordinator,  Clearance Specialist, Driver,  Export Coordinator, Heavy Duty Driver, Key Account Executive, National Administrator, Operations Agent, Operations Executive - Import, Project Coordinator, Regional Supervisor, Territory Manager, Regional Manager 

	SMSA Process (PRO) Online Training
	Operations, SSC , MRM, Healthcare, SDC, CSD, Freight Departments
	Untrained Employees (more than 2 years with company): SSC  Executive, SSC  Floater, Courier, Clerk, UTL - Agent, Validation Agent - SDC, Contact Center Agent, Call Back Agent, Agent on Floor, Customer Care Agent,  SFD Positions: Account Executive, Account Manager, Clearance Coordinator,  Clearance Specialist, Driver,  Export Coordinator, Heavy Duty Driver, Key Account Executive, National Administrator, Operations Agent, Operations Executive - Import, Project Coordinator, Regional Supervisor, Territory Manager, Regional Manager 

	Online Recurrecy for SMSA Ground Operations & Services (SGO) Training
	Operations, SSC , MRM, CSD, Freight Departments
	Employees who previously passed classroom training (every 2 years):SSC  Executive, SSC  Floater, Courier, Clerk, UTL - Agent, Contact Center Agent, Call Back Agent, Agent on Floor, Customer Care Agent, Clearance Coordinator, SFD Positions: Account Executive, Account Manager, Clearance Coordinator,  Clearance Specialist, Driver,  Export Coordinator, Heavy Duty Driver, Key Account Executive, National Administrator, Operations Agent, Operations Executive - Import, Project Coordinator, Regional Supervisor, Territory Manager, Regional Manager 

	Corresponding Course as a result of Performance Objective or Technical Competency Gap (Classroom Training)
	Operations, SSC , MRM, Healthcare, SDC, CSD, Freight Departments
	Identified employees as per PAS Gaps

	Corresponding Course/Topic as a result of Performance Objective or Technical Competency Gap (Coaching Session)
	Operations, SSC , MRM, Healthcare, SDC, CSD, Freight Departments
	Identified employees as per PAS Gaps

	SMSA Skillsoft E-learning Courses
	All departments
	Identified employees as per PAS Gaps

	Behavioral Competency Gap topics (Coaching Session)
	All departments
	Identified employees as per PAS Gaps

	All External / Outsource Training
	Depending on requirement/requesting department
	Identified employees as per request/requirement.
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The following constraints apply to the Training Plan:
Table 2 – Constraints
	[bookmark: _Toc299459764]S/N
	Course
	Constraints

	1
	Welcome to SMSA - New Hire Orientation (NHO)
	• Participants should possess comprehension and communication skills in the language this course will be conducted (English or Arabic). 
• Training will be scheduled accordingly and must be completed within a period of 3 months from activation of user.
• Participants should have basic Computer Skills, Internet Navigation, etc.
• Access to SMSA Network Connectivity/Internet.
• Speed of SMSA Network/Internet.
• User/Subscription Limitation of SMSA Learning Management System (LMS) - 3000 users.


	2
	SMSA Ground Operations & Services (SGO)
	
• Minimum number of participants – 5 individuals for session to be conducted
• Maximum number of participants – 20 individuals for session.
• Participants should possess comprehension and communication skills in the language this course will be conducted (English or Arabic). 
• SMSA Ground Operations & Services timing will be done during normal operating days/hours (Sunday-Thursday / 0900-1300 or 1800-2200 hrs.) & in Major Cities.
• Participants from remote locations and other cities that would have less than 5 participants will have to be scheduled separately or travel to Major cities depending as per Business Travel Policy and Management Approval. 

	3
	SMSA Process Training
	• Minimum number of participants – 5 individuals for session to be conducted
• Maximum number of participants – 20 individuals for session.
• Participants should possess comprehension and communication skills in the language this course will be conducted (English or Arabic). 
• SMSA Process Training timing will be done during normal operating days/hours (Sunday-Thursday / 0900-1300 or 1800-2200 hrs.) & in Major Cities.
• Participants from remote locations and other cities that would have less than 5 participants will have to be scheduled separately or travel to Major cities depending as per Business Travel Policy and Management Approval. 
• Computer Systems/Laptops for exercises/activities is restricted to 15 laptops, whenever applicable.
• Connectivity to the SMSA Network and GUIDE Access.

	4
	CORE System Training
	
• Minimum number of participants – 5 individuals for session to be conducted
• Maximum number of participants – 20 individuals for session.
• Participants should possess comprehension and communication skills in the language this course will be conducted (English or Arabic). 
• CORE System Training timing will be done during normal operating days/hours (Sunday-Thursday / 0900-1300 or 1800-2200 hrs.) & in Major Cities.
• Participants from remote locations and other cities that would have less than 5 participants will have to be scheduled separately or travel to Major cities depending as per Business Travel Policy and Management Approval. 
• Computer Systems/Laptops for exercises/activities is restricted to 15 laptops, whenever applicable.
• Connectivity to the SMSA Network and SMSA World/CORE System.

	5
	Customs Service Excellence - Basic – Level 1 & 2
	
• Minimum number of participants – 5 individuals for session to be conducted
• Maximum number of participants – 15 individuals for session.
• Participants should possess comprehension and communication skills in the language this course will be conducted (English or Arabic). 
• Customer Service Excellence – Basic – Level 1 & 2 timing will be done during normal operating days/hours (Sunday-Thursday / 0900-1300 or 1800-2200 hrs.) & in Major Cities.
• Participants from remote locations and other cities that would have less than 5 participants will have to be scheduled separately or travel to Major cities depending as per Business Travel Policy and Management Approval. 

	6
	Customs Service Excellence - Intermediate
	
• Minimum number of participants – 5 individuals for session to be conducted
• Maximum number of participants – 15 individuals for session.
• Participants should possess comprehension and communication skills in the language this course will be conducted (English or Arabic). 
• Customer Service Excellence - Intermediate timing will be done during normal operating days/hours (Sunday-Thursday / 0900-1300 or 1800-2200 hrs.) & in Major Cities.
• Participants from remote locations and other cities that would have less than 5 participants will have to be scheduled separately or travel to Major cities depending as per Business Travel Policy and Management Approval. 

	7
	Customs Service Excellence - Advanced 
	
• Minimum number of participants – 5 individuals for session to be conducted
• Maximum number of participants – 15 individuals for session.
• Participants should possess comprehension and communication skills in the language this course will be conducted (English or Arabic). 
• Customer Service Excellence - Advanced timing will be done during normal operating days/hours (Sunday-Thursday / 0900-1300 or 1800-2200 hrs.) & in Major Cities.
• Participants from remote locations and other cities that would have less than 5 participants will have to be scheduled separately or travel to Major cities depending as per Business Travel Policy and Management Approval. 

	8
	Dangerous Goods Regulations Training - Personnel Responsible for Preparing Dangerous Goods Consignments - Function 7.1
	• Saudi Regulation pertaining to acquiring of permit from corresponding Ministry if training will be held in a hotel or similar venue, outside the company premises.
• SMSA Policies regarding Training & Development & Business Travel.
• Trainer must be certified by GACA/IATA to be able to conduct this session.
• Participants should possess comprehension and communication skills in the language this course will be conducted (English or Arabic). 
• Number of participants should be more than 5 individuals for a classroom training to be conducted.
• Training is designed to be for not more than 15 participants depending on Training Venue size.
• Schedule availability of Supervisors/Middle Managers or designated employees.
• Remote cities that would have less than 5 participants, will have manpower and scheduling difficulties as well as lack of facilities for classroom sessions.
• Participant's transportation/travel expenses within the city, especially if no vehicle and training venue is far from their location.
• International Business units where there are less than 5 participants & would be outside of agreed training schedule for unit.
• Appropriate training venue size vs number of participants who will attend & availability of basic facilities (e.g. washroom)
• Business Travel Approval fund deposits which are not deposited to Facilitator’s account, whenever applicable.
• Lack/Delay of release of financial funds for refreshments & lunch.

	9
	Dangerous Goods Regulations Training - Personnel Responsible for Processing or Accepting Goods Presented as General Cargo - Function 7.2
	• Saudi Regulation pertaining to acquiring of permit from corresponding Ministry if training will be held in a hotel or similar venue, outside the company premises.
• SMSA Policies regarding Training & Development & Business Travel.
• Trainer must be certified by GACA/IATA to be able to conduct this session.
• Participants should possess comprehension and communication skills in the language this course will be conducted (English or Arabic). 
• Number of participants should be more than 5 individuals for a classroom training to be conducted.
• Training is designed to be for not more than 15 participants depending on Training Venue size.
• Schedule availability of Supervisors/Middle Managers or designated employees.
• Remote cities that would have less than 5 participants, will have manpower and scheduling difficulties as well as lack of facilities for classroom sessions.
• Participant's transportation/travel expenses within the city, especially if no vehicle and training venue is far from their location.
• International Business units where there are less than 5 participants & would be outside of agreed training schedule for unit.
• Appropriate training venue size vs number of participants who will attend & availability of basic facilities (e.g. washroom)
• Business Travel Approval fund deposits which are not deposited to Facilitator’s account, whenever applicable.
• Lack/Delay of release of financial funds for refreshments & lunch.

	10
	Dangerous Goods Regulations Training - Personnel Responsible for Processing or Accepting Dangerous Goods Consignments - Function 7.3
	• Saudi Regulation pertaining to acquiring of permit from corresponding Ministry if training will be held in a hotel or similar venue, outside the company premises.
• SMSA Policies regarding Training & Development & Business Travel.
• Trainer must be certified by GACA/IATA to be able to conduct this session.
• Participants should possess comprehension and communication skills in the language this course will be conducted (English or Arabic). 
• Number of participants should be more than 5 individuals for a classroom training to be conducted.
• Training is designed to be for not more than 15 participants depending on Training Venue size.
• Schedule availability of Supervisors/Middle Managers or designated employees.
• Remote cities that would have less than 5 participants, will have manpower and scheduling difficulties as well as lack of facilities for classroom sessions.
• Participant's transportation/travel expenses within the city, especially if no vehicle and training venue is far from their location.
• International Business units where there are less than 5 participants & would be outside of agreed training schedule for unit.
• Appropriate training venue size vs number of participants who will attend & availability of basic facilities (e.g. washroom)
• Business Travel Approval fund deposits which are not deposited to Facilitator’s account, whenever applicable.
• Lack/Delay of release of financial funds for refreshments & lunch.

	11
	Dangerous Goods Regulations Training - Personnel Responsible for Handling Cargo in a Warehouse, Loading & Unloading Unit Load Devices & Loading & Unloading Aircraft Cargo Compartments - Function 7.4
	• Saudi Regulation pertaining to acquiring of permit from corresponding Ministry if training will be held in a hotel or similar venue, outside the company premises.
• SMSA Policies regarding Training & Development & Business Travel.
• Trainer must be certified by GACA/IATA to be able to conduct this session.
• Participants should possess comprehension and communication skills in the language this course will be conducted (English or Arabic). 
• Number of participants should be more than 5 individuals for a classroom training to be conducted.
• Training is designed to be for not more than 15 participants depending on Training Venue size.
• Schedule availability of Supervisors/Middle Managers or designated employees.
• Remote cities that would have less than 5 participants, will have manpower and scheduling difficulties as well as lack of facilities for classroom sessions.
• Participant's transportation/travel expenses within the city, especially if no vehicle and training venue is far from their location.
• International Business units where there are less than 5 participants & would be outside of agreed training schedule for unit.
• Appropriate training venue size vs number of participants who will attend & availability of basic facilities (e.g. washroom)
• Business Travel Approval fund deposits which are not deposited to Facilitator’s account, whenever applicable.
• Lack/Delay of release of financial funds for refreshments & lunch.

	12
	Dangerous Goods Regulations Training - Personnel Responsible for the Screening of Passengers and Crew and their Baggage, Cargo, Mail - Function 7.10
	• Saudi Regulation pertaining to acquiring of permit from corresponding Ministry if training will be held in a hotel or similar venue, outside the company premises.
• SMSA Policies regarding Training & Development & Business Travel.
• Trainer must be certified by GACA/IATA to be able to conduct this session.
• Participants should possess comprehension and communication skills in the language this course will be conducted (English or Arabic). 
• Number of participants should be more than 5 individuals for a classroom training to be conducted.
• Training is designed to be for not more than 15 participants depending on Training Venue size.
• Schedule availability of Supervisors/Middle Managers or designated employees.
• Remote cities that would have less than 5 participants, will have manpower and scheduling difficulties as well as lack of facilities for classroom sessions.
• Participant's transportation/travel expenses within the city, especially if no vehicle and training venue is far from their location.
• International Business units where there are less than 5 participants & would be outside of agreed training schedule for unit.
• Appropriate training venue size vs number of participants who will attend & availability of basic facilities (e.g. washroom)
• Business Travel Approval fund deposits which are not deposited to Facilitator’s account, whenever applicable.
• Lack/Delay of release of financial funds for refreshments & lunch.

	13
	Suspicious Package Awareness
	• Participants should possess comprehension and communication skills in the language this course will be conducted (English or Arabic). 
• Training will be scheduled accordingly and must be completed within a period of 3 months from activation of user.
• Participants should have basic Computer Skills, Internet Navigation, etc.
• Access to SMSA Network Connectivity/Internet.
• Speed of SMSA Network/Internet.
• User/Subscription Limitation of SMSA Learning Management System (LMS) - 3000 users.



	14
	Environment, Health & Safety Awareness
	• Participants should possess comprehension and communication skills in the language this course will be conducted (English or Arabic). 
• Training will be scheduled accordingly and must be completed within a period of 3 months from activation of user.
• Participants should have basic Computer Skills, Internet Navigation, etc.
• Access to SMSA Network Connectivity/Internet.
• Speed of SMSA Network/Internet.
• User/Subscription Limitation of SMSA Learning Management System (LMS) - 3000 users.



	15
	Foreign Corrupt Practices Act
	
• Minimum number of participants – 5 individuals for session to be conducted
• Maximum number of participants – 20 individuals for session.
• Participants should possess comprehension and communication skills in the language this course will be conducted (English or Arabic). 
• Foreign Corrupt Practices Act timing will be done during normal operating days/hours (Sunday-Thursday / 0900-1300 or 1800-2200 hrs.) & in Major Cities.
• Participants from remote locations and other cities that would have less than 5 participants will have to be scheduled separately or travel to Major cities depending as per Business Travel Policy and Management Approval. 


	16
	Defensive Driving Training
	• Participants should possess comprehension and communication skills in the language this course will be conducted (English or Arabic). 
• Training will be scheduled accordingly and must be completed within a period of 3 months from activation of user.
• Participants should have basic Computer Skills, Internet Navigation, etc.
• Access to SMSA Network Connectivity/Internet.
• Speed of SMSA Network/Internet.
• User/Subscription Limitation of SMSA Learning Management System (LMS) - 3000 users.


	17
	Point of Sale Training (For SSC  Department Only) - under development
	• Minimum number of participants – 5 individuals for session to be conducted
• Maximum number of participants – 15 individuals for session.
• Participants should possess comprehension and communication skills in the language this course will be conducted (English or Arabic). 
• Point of Sale Training timing will be done during normal operating days/hours (Sunday-Thursday / 0900-1300 or 1800-2200 hrs.) & in Major Cities.
• Participants from remote locations and other cities that would have less than 5 participants will have to be scheduled separately or travel to Major cities depending as per Business Travel Policy and Management Approval. 
• Actual POS System and Peripherals limited to only 1 system given by the SSC  Department, whenever applicable.
• Connectivity to SMSA Network.

	18
	Effective Selling Skills (For SSC , Sales & Freight Department)
	
• Minimum number of participants – 5 individuals for session to be conducted
• Maximum number of participants – 20 individuals for session.
• Participants should possess comprehension and communication skills in the language this course will be conducted (English or Arabic). 
• Consultative Selling Skills timing will be done during normal operating days/hours (Sunday-Thursday / 0900-1300 or 1800-2200 hrs.) & in Major Cities.
• Participants from remote locations and other cities that would have less than 5 participants will have to be scheduled separately or travel to Major cities depending as per Business Travel Policy and Management Approval. 


	19
	Forklift Safety & Operations Training
	• Minimum number of participants – 5 individuals for session to be conducted
• Maximum number of participants – 15 individuals for session.
• Participants should possess comprehension and communication skills in the language this course will be conducted (English or Arabic). 
• Forklift Safety & Operations Training timing will be done during normal operating days/hours (Sunday-Thursday / 0900-1300 or 1800-2200 hrs.) & in Major Cities.
• Participants from remote locations and other cities that would have less than 5 participants will have to be scheduled separately or travel to Major cities depending as per Business Travel Policy and Management Approval. 
• Availability of Forklift vehicle for actual operation assessment.
• Remote cities that would have less than 5 participants, will have manpower and scheduling difficulties as well as lack of facilities for classroom sessions.

	20
	Supervisory Skills Training
	
• Supervisory Skills Training is designed for Supervisor-level/Middle Management Employees, or upon nomination by management.

• Minimum number of participants – 5 individuals for session to be conducted

• Maximum number of participants – 20 individuals for session.

• Participants should possess comprehension and communication skills in the language this course will be conducted (English or Arabic). 

• Supervisory Skills Training timing will be done during normal operating days/hours (Sunday-Thursday / 0900-1300 or 1800-2200 hrs.) & in Major Cities.

• Participants from remote locations and other cities that would have less than 5 participants will have to be scheduled separately or travel to Major cities depending as per Business Travel Policy and Management Approval. 

	21
	Time Management Training
	
• Time Management Training is designed for Supervisor-level/Middle Management Employees, or upon nomination by management.
• Minimum number of participants – 5 individuals for session to be conducted
• Maximum number of participants – 20 individuals for session.
• Participants should possess comprehension and communication skills in the language this course will be conducted (English or Arabic). 
• Time Management Training timing will be done during normal operating days/hours (Sunday-Thursday / 0900-1300 or 1800-2200 hrs.) & in Major Cities.
• Participants from remote locations and other cities that would have less than 5 participants will have to be scheduled separately or travel to Major cities depending as per Business Travel Policy and Management Approval. 

	22
	Operations Training for Healthcare - Logistics
	• Operations Training for Healthcare - Logistics is designed only for personnel of the Healthcare-Logistics Department.
• Minimum number of participants – 5 individuals for session to be conducted
• Maximum number of participants – 20 individuals for session.
• Participants should possess comprehension and communication skills in the language this course will be conducted (English or Arabic). 
• Operations Training for Healthcare - Logistics timing will be done during normal operating days/hours (Sunday-Thursday / 0900-1300 or 1800-2200 hrs.) & in Major Cities.
• Participants from remote locations and other cities that would have less than 5 participants will have to be scheduled separately or travel to Major cities depending as per Business Travel Policy and Management Approval. 

	23
	Cold Chain Awareness 
	• Cold Chain Awareness Training is designed only for personnel of the Healthcare-Logistics Department.
• Minimum number of participants – 5 individuals for session to be conducted
• Maximum number of participants – 20 individuals for session.
• Participants should possess comprehension and communication skills in the language this course will be conducted (English or Arabic). 
• Operations Training for Healthcare - Logistics timing will be done during normal operating days/hours (Sunday-Thursday / 0900-1300 or 1800-2200 hrs.) & in Major Cities.
• Participants from remote locations and other cities that would have less than 5 participants will have to be scheduled separately or travel to Major cities depending as per Business Travel Policy and Management Approval. 

	24
	SMSA Security Awareness
	• Participants should possess comprehension and communication skills in the language this course will be conducted (English or Arabic). 
• Training will be scheduled accordingly and must be completed within a period of 3 months from activation of user.
• Participants should have basic Computer Skills, Internet Navigation, etc.
• Access to SMSA Network Connectivity/Internet.
• Speed of SMSA Network/Internet.
• User/Subscription Limitation of SMSA Learning Management System (LMS) - 3000 users.


	25
	SMSA Special Delivery Channel (SDC) Operations
	• SMSA Special Distribution Channel Operations Training is designed for only for personnel of the Special Distribution Channel Department.
• Minimum number of participants – 5 individuals for session to be conducted
• Maximum number of participants – 20 individuals for session.
• Participants should possess comprehension and communication skills in the language this course will be conducted (English or Arabic). 
• Operations Training for Healthcare - Logistics timing will be done during normal operating days/hours (Sunday-Thursday / 0900-1300 or 1800-2200 hrs.) & in Major Cities.
• Participants from remote locations and other cities that would have less than 5 participants will have to be scheduled separately or travel to Major cities depending as per Business Travel Policy and Management Approval. 

	26
	Complaint Handling Procedure & Quality Awareness (CHT)
	• Saudi Regulation pertaining to acquiring of permit from corresponding Ministry if training will be held in a hotel or similar venue, outside the company premises.
• SMSA Policies regarding Training & Development & Business Travel.
• Participants should possess comprehension and communication skills in the language this course will be conducted (English or Arabic). 
• Number of participants should be more than 5 individuals for a classroom training to be conducted.
• Training is designed to be for not more than 15 participants depending on Training Venue size.
• Complaint Handling Procedure & Quality Awareness Training timing schedule preferred by most departments are done after participant's normal working days/hours (Sunday-Thursday / 0900-1300 or 1800-2200 hrs.). or  sessions scheduled on a weekend/rest day (e.g. Friday)
• Course is not an 8-hour full day training due to scheduling & manpower concerns for the departments.
• Remote cities that would have less than 5 participants, will have manpower and scheduling difficulties as well as lack of facilities for classroom sessions.
• Participant's transportation/travel expenses within the city, especially if no vehicle and training venue is far from their location.
• International Business units where there are less than 5 participants & would be outside of agreed training schedule for unit.
• Appropriate training venue size vs number of participants who will attend & availability of basic facilities (e.g. washroom)
• Business Travel Approval fund deposits which are not deposited to Facilitator’s account, whenever applicable.
• Lack/Delay of release of financial funds for refreshments & lunch.

	27
	Coaching & Mentoring Training (CMT)
	• Saudi Regulation pertaining to acquiring of permit from corresponding Ministry if training will be held in a hotel or similar venue, outside the company premises.
• Coaching & Mentoring Training is designed for Supervisor-level/Middle Management or designated employees, or upon nomination by management.
• SMSA Policies regarding Training & Development & Business Travel.
• Trainer must have undergone the Train-the-Trainer for this course before conducting the session by himself.
• Participants should possess comprehension and communication skills in the language this course will be conducted (English or Arabic). 
• Number of participants should be more than 5 individuals for a classroom training to be conducted.
• Current SMSA Training Department Center locations can only accommodate upto 15-20 participants depending on location.
• Schedule availability of Supervisors/Middle Managers & designated employees.
• Remote cities that would have less than 5 participants, will have manpower and scheduling difficulties as well as lack of facilities for classroom sessions.
• Participant's transportation/travel expenses within the city, especially if no vehicle and training venue is far from their location.
• International Business units where there are less than 5 participants & would be outside of agreed training schedule for unit.
• Appropriate training venue size vs number of participants who will attend & availability of basic facilities (e.g. washroom)
• Business Travel Approval fund deposits which are not deposited to Facilitator’s account, whenever applicable.
• Lack/Delay of release of financial funds for refreshments & lunch.

	28
	SMSA Dry Ice Awareness Project (DRY)
	• Saudi Regulation pertaining to acquiring of permit from corresponding Ministry if training will be held in a hotel or similar venue, outside the company premises.
• Toolbox Training is designed for Supervisor-level/Middle Management or designated employees, or upon nomination by management.
• SMSA Policies regarding Training & Development & Business Travel.
• Trainer must have undergone the Train-the-Trainer for this course before conducting the session by himself.
• Participants should possess comprehension and communication skills in the language this course will be conducted (English or Arabic). 
• Number of participants should be more than 5 individuals for a classroom training to be conducted.
• Current SMSA Training Department Center locations can only accommodate upto 15-20 participants depending on location.
• Schedule availability of Supervisors/Middle Managers & designated employees.
• Remote cities that would have less than 5 participants, will have manpower and scheduling difficulties as well as lack of facilities for classroom sessions.
• Participant's transportation/travel expenses within the city, especially if no vehicle and training venue is far from their location.
• International Business units where there are less than 5 participants & would be outside of agreed training schedule for unit.
• Appropriate training venue size vs number of participants who will attend & availability of basic facilities (e.g. washroom)
• Business Travel Approval fund deposits which are not deposited to Facilitator’s account, whenever applicable.
• Lack/Delay of release of financial funds for refreshments & lunch.


	29
	Logistics & Order Fulfillment Operations (LOG)
	• Saudi Regulation pertaining to acquiring of permit from corresponding Ministry if training will be held in a hotel or similar venue, outside the company premises.
• Toolbox Training is designed for Supervisor-level/Middle Management or designated employees, or upon nomination by management.
• SMSA Policies regarding Training & Development & Business Travel.
• Trainer must have undergone the Train-the-Trainer for this course before conducting the session by himself.
• Participants should possess comprehension and communication skills in the language this course will be conducted (English or Arabic). 
• Number of participants should be more than 5 individuals for a classroom training to be conducted.
• Current SMSA Training Department Center locations can only accommodate upto 15-20 participants depending on location.
• Schedule availability of Supervisors/Middle Managers & designated employees.
• Remote cities that would have less than 5 participants, will have manpower and scheduling difficulties as well as lack of facilities for classroom sessions.
• Participant's transportation/travel expenses within the city, especially if no vehicle and training venue is far from their location.
• International Business units where there are less than 5 participants & would be outside of agreed training schedule for unit.
• Appropriate training venue size vs number of participants who will attend & availability of basic facilities (e.g. washroom)
• Business Travel Approval fund deposits which are not deposited to Facilitator’s account, whenever applicable.
• Lack/Delay of release of financial funds for refreshments & lunch.


	30
	Management Skills training for Operations Managers (MST)
	• Saudi Regulation pertaining to acquiring of permit from corresponding Ministry if training will be held in a hotel or similar venue, outside the company premises.
• Toolbox Training is designed for Supervisor-level/Middle Management or designated employees, or upon nomination by management.
• SMSA Policies regarding Training & Development & Business Travel.
• Trainer must have undergone the Train-the-Trainer for this course before conducting the session by himself.
• Participants should possess comprehension and communication skills in the language this course will be conducted (English or Arabic). 
• Number of participants should be more than 5 individuals for a classroom training to be conducted.
• Current SMSA Training Department Center locations can only accommodate upto 15-20 participants depending on location.
• Schedule availability of Supervisors/Middle Managers & designated employees.
• Remote cities that would have less than 5 participants, will have manpower and scheduling difficulties as well as lack of facilities for classroom sessions.
• Participant's transportation/travel expenses within the city, especially if no vehicle and training venue is far from their location.
• International Business units where there are less than 5 participants & would be outside of agreed training schedule for unit.
• Appropriate training venue size vs number of participants who will attend & availability of basic facilities (e.g. washroom)
• Business Travel Approval fund deposits which are not deposited to Facilitator’s account, whenever applicable.
• Lack/Delay of release of financial funds for refreshments & lunch.


	31
	Toolbox Training (Train-the-trainer) (TBT)
	• Saudi Regulation/Law regarding training of Female Employees (segregation from male employees, facilities, work stations & entrances, timing – not in the evening, etc.).
• Saudi Regulation pertaining to acquiring of permit from corresponding Ministry if training will be held in a hotel or similar venue, outside the company premises.
• Toolbox Training is designed for Supervisor-level/Middle Management or designated employees, or upon nomination by management.
• SMSA Policies regarding Training & Development & Business Travel.
• Trainer must have undergone the Train-the-Trainer for this course before conducting the session by himself.
• Participants should possess comprehension and communication skills in the language this course will be conducted (English or Arabic). 
• Number of participants should be more than 5 individuals for a classroom training to be conducted.
• Current SMSA Training Department Center locations can only accommodate upto 15-20 participants depending on location.
• Schedule availability of Supervisors/Middle Managers & designated employees.
• Remote cities that would have less than 5 participants, will have manpower and scheduling difficulties as well as lack of facilities for classroom sessions.
• Participant's transportation/travel expenses within the city, especially if no vehicle and training venue is far from their location.
• International Business units where there are less than 5 participants & would be outside of agreed training schedule for unit.
• Appropriate training venue size vs number of participants who will attend & availability of basic facilities (e.g. washroom)
• Business Travel Approval fund deposits which are not deposited to Facilitator’s account, whenever applicable.
• Lack/Delay of release of financial funds for refreshments & lunch.


	32
	SMSA Ground Operations & Services (SGO) Online Training
	• Participants should possess comprehension and communication skills in the language this course will be conducted (English or Arabic). 
• Participants should have basic Computer Skills, Internet Navigation, etc.
• SMSA Ground Operations & Services (SGO) Online Training is designed for Untrained employees who are more than 2 years in the company.
• SMSA Ground Operations & Services (SGO) Online Training will be scheduled once every quarter and must be completed within a period of 3 months from activation of user.
• Access to SMSA Network Connectivity/Internet.
• Speed of SMSA Network/Internet.
• User/Subscription Limitation of SMSA Learning Management System (LMS) - 3000 users.

	33
	Customer Service Excellence – Basic – Level 1 & 2 Online Training
	• Participants should possess comprehension and communication skills in the language this course will be conducted (English or Arabic). 
• Participants should have basic Computer Skills, Internet Navigation, etc.
• Customer Service Excellence - Foundation Online Training is designed for Untrained employees who are more than 2 years in the company.
• Customer Service Excellence - Foundation Online Training will be scheduled once every quarter and must be completed within a period of 3 months from activation of user.
• Access to SMSA Network Connectivity/Internet.
• Speed of SMSA Network/Internet.
• User/Subscription Limitation of SMSA Learning Management System (LMS) - 3000 users.

	34
	SMSA Process (PRO) Online Training
	• Participants should possess comprehension and communication skills in the language this course will be conducted (English or Arabic). 
• Participants should have basic Computer Skills, Internet Navigation, etc.
• SMSA Process Online Training is designed for Untrained employees who are more than 2 years in the company.
• SMSA Process Online Training will be scheduled once every quarter and must be completed within a period of 3 months from activation of user.
• Access to SMSA Network Connectivity/Internet.
• Speed of SMSA Network/Internet.
• User/Subscription Limitation of SMSA Learning Management System (LMS) - 3000 users.

	35
	Online Recurrency for SMSA Ground Operations & Services (SGO) Training
	• Participants should possess comprehension and communication skills in the language this course will be conducted (English or Arabic). 

• Participants should have basic Computer Skills, Internet Navigation, etc.

• Online Re-currency for SMSA Ground Operations & Services is designed for Untrained employees who are more than 2 years in the company.

•  Online Re-currency for SMSA Ground Operations & Services will be scheduled once every quarter and must be completed within a period of 3 months from activation of user.

• Access to SMSA Network Connectivity/Internet.

• Speed of SMSA Network/Internet.

• User/Subscription Limitation of SMSA Learning Management System (LMS) - 3000 users.



	36
	Cold Chain Training (External Training)
	• Participants should possess comprehension and communication skills in English (Course available in English Only).
• Minimum number of participants set to 5.
• Maximum Number of Participants set to 20.
• Approved contract by management for training provider (External/Outsource).
• Business Travel approval for participants as per policy for Non-Riyadh participants as venue is in Riyadh only.

	37
	Dangerous Goods Regulations (CAT-3) Certification (External Training)
	• Participants should possess comprehension and communication skills in English (Course available in English Only).
• Minimum number of participants set to 5.
• Maximum Number of Participants set to 10.
• Approved contract by management for training provider (External/Outsource).
• Business Travel approval for participants as per policy for Non-Riyadh participants as venue is in Riyadh only.
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	Customer Service Excellence - Basic Certification - Level 1 (External Training)
	• Participants should possess comprehension and communication skills in English (Course available in English Only).
• Minimum number of participants set to 5.
• Maximum Number of Participants set to 16.
• Approved contract by management for training provider (External/Outsource).
• Business Travel approval for participants as per policy for Non-Riyadh participants as venue is in Riyadh only.

	39
	Customer Service Excellence - Intermediate Certification - Level 2 (External Training)
	• Participants should possess comprehension and communication skills in English (Course available in English Only).
• Minimum number of participants set to 5.
• Maximum Number of Participants set to 16.
• Approved contract by management for training provider (External/Outsource).
• Business Travel approval for participants as per policy for Non-Riyadh participants as venue is in Riyadh only.

	40
	Customer Service Excellence - Advanced Certification- Level 3 (External Training) 
	• Participants should possess comprehension and communication skills in English (Course available in English Only).
• Maximum Number of Participants set to 16.
• Approved contract by management for training provider (External/Outsource).
• Business Travel approval for participants as per policy for Non-Riyadh participants as venue is in Riyadh only.


[bookmark: _Toc318293264][bookmark: _Toc318304144][bookmark: _Toc182406912]2. TRAINING NEEDS SPECIFICATION
The Training Needs Specification identifies training solution, training need, the training objectives and expected training outcomes as well as the constraints and resources needed to implement the training.
Please refer to Appendix A for the Training Needs Specification (IN GUIDE).

Table 3 – Training Needs Specification (Illustrative)

[image: ]

[bookmark: _Toc182406913]3. TRAINING APPROACH 
[bookmark: _Toc182406914]3.1 Training Methods & Criteria Selection
This section describes the training methods selected based on the options available and recommended for use by each course: 
1. Classroom Training (Instructor-led Training) – Internal or External Trainings
2. On the Job Practical Application
3. Online Training (E-learning SMSA Learning Management System)
4. Re-Currency Online Training (E-learning SMSA Learning Management System)
5. SMSA Skillsoft E-learning (Behavioral Competency Gaps)
6. Coaching Session
Please refer to Appendix B for the Training Methods & Criteria Selection (IN GUIDE).

Table 4 – Training Methods & Criteria Selection (Illustrative)

[image: ]


[bookmark: _Toc182406915]4. TRAINING ROLES & RESPONSIBILITIES 
The table below is used to profile the key roles that will be part of the Training team. Individuals may have more than one role.
[bookmark: _Toc290630558][bookmark: _Toc309129123][bookmark: _Toc318293324]Table 5 – Training Team Profile
	Role
	Profile
	Skills / Considerations

	Manager - Training & Organizational Dev't. / Learning & Development Advisor
	·         Responsible for identifying the training needs, assigning of courses to training team, approval of courses, etc.   
	·        Overall management of Training programs in line with company objectives & requirements.

	Training Specialist / Talent Learning Specialist / Assistant Talent Learning Specialist 
	·         Responsible for completing and managing the training program, including the development of instructional materials and training delivery
	·        One assigned Training Specialist for designated Classroom Course

	
	·         Develop the training strategy, administer exercises, exams & provide training evaluation.
	·        Managing the SMSA Learning Management System for Online Courses & Re-currency Courses

	
	 
	·       Providing results of training courses.

	Talent Learning Coordinator
	·         Responsible for the collection of data, evaluation reports & forwarding of results to concerned departments.
	·        Overall coordination of the training programs.

	
	·        Provide training support for the course/Training Specialist.
	

	
	·        Consolidation of competency requirements and completion of competency & gap analysis log.
	

	Performance Management Specialist
	·         Responsible for the review of competencies, identification of gaps of performance appraisal, & evaluation of trainings provided on long term basis.
	·       Overall coordination with training team for the necessary courses as per performance appraisal reviews.

	
	
	·        Managing the SMSA Skillsoft E-learning for Competency based courses.




[bookmark: _Toc182406916]5. RESOURCE REQUIREMENTS 
[bookmark: _Toc182406917]5.1 Training Facilities, Materials, Staff
The following is a list of the equipment and facilities preparation that will be required for classroom or online training sessions:
· Facilitator/Training Specialist/Talent Learning Specialist/Assistant Talent Learning Specialist/Trainer for Classroom courses (Internal or External).
· Talent Learning Coordinator or designated personnel for certain arrangements (food, venue, stationeries, etc.)
· Supervisor/Manager to conduct coaching session.
· Suitable training venue (SMSA premises or externally) depending on course and approval.
· Tables and chairs for participants 
· Facilitator/Training Specialist/Talent Learning Specialist/Assistant Talent Learning Specialist/Trainer (internal or external) laptop/computer, attached to a projector
· A projection screen
· Presentations, handouts, exercise, etc.
· Portable speakers (whenever applicable)
· One computer for each learner (for hands-on systems training), whenever applicable & available
· Video/audio clips depending on course
· Flipcharts, Markers, Writing Pads, Pens & other stationeries.
· Appropriate refreshments (water, tea, coffee, etc.) & food (pastries, lunch & dinner) for Classroom sessions
· Specific course equipment (e.g. POS machine, Forklift vehicle, etc.)
· Connectivity to SMSA Network, CORE System, GUIDE, SMSA World & Internet whenever applicable.
· SMSA Learning Management System (Online & re-currency) & SMSA Skillsoft E-learning (competency based) 
[bookmark: _Toc182406918]5.2 Online Learning Systems
There are 2 SMSA Online Learning Systems available loading, storing, managing and tracking the e-learning solutions depending on the course/requirement. The Online Learning Systems are used for tracking internal end users training registration and completions, not for Service Providers. 
SMSA Learning Management System
 Online (SMSA Local Network or Internet) system used for selected e-learning solutions for:
· E-learning for untrained employees (more than 2 years in company) in selected courses (SMSA Ground Operations & Services, Customer Service Excellence-Foundation & SMSA Process Training).
· Re-currency training for employees who have passed classroom trainings (every 2 years) in selected courses (SMSA Ground Operations & Services & Customer Service Excellence-Foundation).
· E-learning for Remote locations

SMSA Skillsoft E-learning
 Online (SMSA Local Network or Internet) system used for selected e-learning solutions for:
· E-learning for employees who have behavioral competency gaps, as a result of the Performance Appraisal. (English Only)

[bookmark: _Toc182406919]6. TRAINING MATERIALS & CURRICULUM 
[bookmark: _Toc182406920]6.1 Training Materials 
The following table presents a summary of key training materials.
Table 6 – Training Materials Description 
	Material
	Description
	Developer
	Reviewer
	Final Decision

	Training manual & Presentation/slides (Classroom Training) - Internal Training
	· Present new concepts, terms & learning topics
· Reference material for presented topics
	Training Specialist / Talent Learning Specialist/ Assistant Talent Learning Specialist
	Manager - Training & Org. Dev't. / Learning & Development Advisor
	Manager - Training & Org. Dev't. / Learning & Development Advisor

	Exercises & Exam - Internal Training
	· Reinforce or supplement a lecture or demonstration
· Learning validation / Knowledge check for course
	Training Specialist / Talent Learning Specialist/ Assistant Talent Learning Specialist
	Manager - Training & Org. Dev't. / Learning & Development Advisor
	Manager - Training & Org. Dev't. / Learning & Development Advisor

	Training manual & Presentation/slides (Classroom Training) - External Training
	· Present new concepts, terms & learning topics
· Reference material for presented topics
	External Training Provider
	Training Specialist / Talent Learning Specialist
	Manager - Training & Org. Dev't. / Learning & Development Advisor

	Exercises & Exam - External Training
	· Reinforce or supplement a lecture or demonstration
· Learning validation / Knowledge check for course
	External Training Provider
	Training Specialist / Talent Learning Specialist
	Manager - Training & Org. Dev't. / Learning & Development Advisor

	Training Manual & Content (SMSA Learning Management System)
	· Self-paced online learning content of specific courses
	Training Specialist / Talent Learning Specialist/ Assistant Talent Learning Specialist
	Manager - Training & Org. Dev't. / Learning & Development Advisor
	Manager - Training & Org. Dev't. / Learning & Development Advisor

	Online Exam (SMSA Learning Management System)
	· Learning validation / Knowledge check for self-paced online course
	Training Specialist / Talent Learning Specialist/ Assistant Talent Learning Specialist
	Manager - Training & Org. Dev't. / Learning & Development Advisor
	Manager - Training & Org. Dev't. / Learning & Development Advisor

	Training Content - Behavioral competency based (SMSA Skillsoft E-learning)
	· Self-paced online learning content regarding behavioral competency based topics
	Performance Management Specialist
	Manager - Training & Org. Dev't. / Learning & Development Advisor
	Manager - Training & Org. Dev't. / Learning & Development Advisor

	Online Exam (SMSA Skillsoft E-learning)
	· Learning validation / Knowledge check for self-paced behavioral competency based courses
	Performance Management Specialist
	Manager - Training & Org. Dev't. / Learning & Development Advisor
	Manager - Training & Org. Dev't. / Learning & Development Advisor



[image: ]		Training Plan Specification
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[bookmark: _Toc182406921]6.2 Training Curriculum 
The Training Curriculum outlines the training courses that are available for implementation, including the associated learning objectives, delivery methods & duration and course owners. 
Please refer to Appendix C for the Training Curriculum (IN GUIDE).

Table 7 – Training Curriculum (Illustrative)
[image: ]



[bookmark: _Toc182406922]8. TRAINING SCHEDULE 
A preliminary training schedule/training calendar consists of the key training program activities. The training schedule will continue to evolve and be updated depending on training needs.  

Please refer to Appendix D for the Training Calendars (IN GUIDE).

Table 8– Training Schedule / Calendar (Illustrative)
[image: ]

[bookmark: _Toc182406923]9. TRAINING EVALUATION  
In evaluating the effectiveness of training delivery, information will be sourced from the following areas:
· Course Exams - The outcomes of tests completed by trainees at the end of each course, whenever applicable.
· Training Evaluation - Feedback from trainees on the course/training, the trainer/facilitator, facilities (venue, training materials, etc.)
· Trainee Evaluation - Feedback from trainers on the overall performance of each participant’s behavior, participant, language & communication skills & feedback on areas for improvement.
· Trainer Observation & Evaluation Form – Feedback from Supervisors/Managers, upon their attendance of a course, regarding the trainer/facilitator, the course & its details.
· Employee Competency Review – long-term evaluation feedback of Supervisors/Managers for their employee, for the course effectiveness which they previously attended within the year.


[bookmark: _Toc182406924]10. TRAINING BUDGET / FINANCES
Internal training courses currently do not have specific costing, and will be under development with the new features of Quality Management System (GUIDE).
Certain identified external training courses are subject to the request from concerned departments, considering that the overall external cost will be within the specific allocated overall yearly budget of the training department.
External trainings which are not identified in the training budget for the year will be upon exceptional approval of senior management.
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