


Special Delivery Channel (SDC) service is
specialized in delivery of sensitive and high
value shipments like credit/debit cards, VIP
gifts, valuables & e-commerce shipments.
Its designed with fully dedicated call
centre and delivery team for complete
peace of mind.

SDC focusses mainly on hand to hand
deliveries with security features like
personal ID verification and address
validation.

SOFTWARE PROGRAM:

Special Delivery Management (SDM)
Application.

MOBILE APPLICATION:
SDM Mobile Courier’s Android Application.
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STNSY \ Overview of SDC process

ADDRESS
VALIDATION

DISPATCH

PICKUP

mﬂ




M\\ Course Objectives

To know about the tools & technology used \ ' /
by SDC. ~ P 4

To get familiar with the different projects

SDC is involved. P ~

To learn about the various processes.
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SITNSY \ Course Outcome

Learn about the following

Overview of:
= SDM (Special Delivery Management) Application & their scans
=  SDM Courier’s Android Application

Delivery Instructions in Brief:
= Al Rajhi Bank
= BSF (Bank Saudi Fransi)
=  BAJ (Bank Al Jazeera)

* MEEM (by Gulf International Bank) —
= Al Inma Bank \\ L‘ l
= SNB (Saudi National Bank) o \ |

* ELM - Mugeem Lo

= Bank Al Bilad A

= Liv. (by Emirates NBD)
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STNST \ SDM (Special Delivery Management) Application

SDC department uses SDM application to perform their daily jobs. This application is solely designed for
SDC which only runs on the company’s intranet.

This application accepts the scans in defined sequence which is more convenient for the end users.

Here are few screenshots of the SDM computer Application.

& SMSA SDM
Shipment Call Center Distribution Delivery Reports Billing Operations Reports Dispatch SeCom Manage RetDoc
‘Welcome, Fawaz Saleem!! - -~ 5 A Ver 4.1
Q| t =

Search Options

awB# || | Project  [samba Intal Dispatch-100 = E Search
Ref # ‘ ‘ Mobile # D#
e \ \ Start Date | 6/14/2020 [~ Receipt # SMSA AWB #

Shipment Results

=2
Shipment Details Cals History
AWB = || | | | Project Batch &
Name D# Status
Moble |7‘ | pes TELL® 7 TEL2 #
e ‘ Kg 00D+ | Google Address |
Ref # GPS Pts |
Address Branch Code =
PHint AWB  Print Map
"call Recipient Send SMS

Tracing Tracking History
[ 1T 1




SITNST \ Types of SDC services

$ Standard delivery

Delivers the shipment directly to customer.

Return Document (Ret-Doc) shipments delivery

w0

Delivers the shipment and takes signature on the Acknowledgement form
provided by the shipper and return the form to the shipper.

.‘} Cash On Delivery

Delivers shipment and collects the COD amount

from the customer. e
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STNSTI \ Workflow

PICK UP

= SDC Line Haul courier collect the shipments on daily basis.

= Data sheet containing customer information will be forwarded to SDC
Call Center.

= Once the data is verified by Call Center, Dispatch team will match the
data with physical shipment. If everything is ready to process, a
confirmation email will be sent to SDC call center.

= SDC Call Center will upload the data to SDM system.

VALIDATION
SDC uses three types of address validation methods:

g WhatsApp Validation

= An automated message will be sent to customer requesting for
his/her location via WhatsApp.
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Workflow (cont)

@ e-Validation

= An automatic text message is sent to
customer with address validation link.

Py Calling (On the following day)
= An e-Registration SMS will be sent.

= SDC CC Supervisor will assign the AWBs to his
agents for validation.

= At the time of validation, the agent informs - vafikien Bera n Sk

Shipment Detals

the delivery commitment time depending on ~ »=- e

MobAa'# Il ][ update || cat | TEL1® [

customer’s location/ city. 3 S—| R w—
Envelops | . bt omideds

* |n case of exception, the customer gets an "=
automated SMS containing the AWB with

" Paces Weght
: ke

Call Datals.
Recent Cal Hstory Cal Detals

optional call back toll free number. = R B
. . Comp/House # | | commitment 1 Busness Days ii*m_azozp:zus:afi
» The 2" and 3™ calls are made in the following o | oobary o s [zsos_G-Joan )

Mates |

days.

Address ‘




STNSTI \ Workflow (cont,)

DISPATCH

= Dispatch team will keep the shipments ready pre-validation, A location label
is printed & pasted on all shipments for easy locating of the shipment. The
shipments are then stored in fireproof cabinet.

» Validated shipments will appear in system and dispatch will print the Dispatch |
manifest. Validated Shipments

= Dispatch will pull out the shipments from the storage cabin, print the airway
bills, pack the shipment in SMSA Envelope & stick the AWB on the shipment.

= Once finished packing, dispatch apply a scan from “SHIPMENT DISPATCH TO

OPS”. Dispatch |
Shipments Dispatch to Ops
OPERATIONS
Distribution |

OPS will apply “OPERATIONS IN” scan.

Shipments validated for other cities will be forwarded as “Outbound”.

4= OperationsIn Scan

Distribution |

= Same city’s shipments are then sorted according to the areas /routes and
¢~ Outbound

kept ready for delivery.

Shipments validated as HAL are sorted according to the retail location.
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Workflow (cont)

DELIVERY

Fawaz Saleem

= Courier resort the shipments as per their route.

=  Courier will apply “OFD” (VAN) scan from SDM Mobile courier’s
application.

=  Get the delivery record copy printed from the station.

ONLINE

SMSA EXPRESS

&3 PICKUP - 0/0

3146 |

= The delivery record will display the customer’s information and the last =) @ @
five digits of ID. Which helps the courier to verify the actual customer at INBOUND ouT EXCEPTION
the time of delivery.
= The courier should apply POD/DEX at the same time. @
= For RET-Doc projects, The courier should take signature on the
acknowledgement form provided by the bank and return to SDC.
= All undelivered shipments will be returned to station for the 2" & 3
attempt and hand over the shipments to STN Agent at respective region. I s
D ©
= After three attempts, N
X DELIVERY RECORD
the shipment will be returned | e 1LTEE T et COURIER NAME: N
tO its origin. ‘ Please Note : Receiver's ID must be verified by SMSA Courier at the time of Delivery ‘
DELIVERY DETAILS POD DETAILS

AWB Number | Recipient Name PCs Receiver Name

City

Signature

Date/Time

ID# DEX

10527 TR RAGHD TRTTED Rivadh

22017707 4| sekksk g5511 00966327004732

128077 | AR T e
220177 T 05| Rk 90111 030115250

RAJA HUSSAIN

124071°71000553 Riyadh
FkEEK 1169 0542502

220,1€7,220,203 37
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Ret- Doc Projects

= Some banks provide pre-printed acknowledgment form
Sl Eliy W

anng with the card. BANK ALIAZIRA k.«
Acknowledgment of Receipt of Bank AlJazira Credit Card
= These forms are usually shipped with the card. Inside e B T Ot
SMSA envelope's pouch. B i
| N I = ey e
= These shipments are treated as priority. e W) TR W S8, i R
: R : == AT
= At the time of delivery, it is mandatory to get signature & e [ 7 & 2 =
] . ; 4 i | [ 227 ——
the required fields filled before handing over the card to o NI\ o [ re———
Card Ra-activation fes -@r oy 'i_‘,:':'f’;';r ‘s“;: i ; [ e e
customer. e R )
e S AN

Canh Advarce i 30 %% Of (et pensiatihe croch it with & €6 of SAR 3000 pev traraction

= Third-party delivery not allowed since these require same
signature registered at the bank.

= Currently Bank Al Jazeera are providing such forms under
their sub project name BAJ telesales.

" These acknowledgment forms must be returned to bank as
soon as the customer signature is obtained.
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General Instructions

=  Avoid mass deliveries to one customer, Same to be reported to their superiors to get client’s approval.
=  Standard three (3) delivery attempts to be followed.

=  Avoid delivery of Mismatch or Incorrect IDs. Physical ID verification required.

= Avoid Third-party delivery.

= In case of any incidents such as Taken by force, Refusal to sign the Delivery Record/ Acknowledgement
forms & Refusal to provide the ID must be reported to the superiors at the same time.

=  Ensure to obtain signature only of the actual customer on the acknowledgment forms provided by the bank
such as BAJ Telesales.

=  Must handover the signed acknowledgement forms on the same day.
=  COD amounts collected to be settled on the same day.
=  All undelivered shipments picked up from SMSA Service Center (SSC) must have “Retail to Ops PUP” Scan.

=  Penalty amount up to 2000 Saudi Riyals applies to each Wrong delivery / Lost shipment as per the
agreement with the client.

=  Couriers must use SDM Mobile Application on their device to perform daily scans.

= End of the day, All the required fields on the Delivery records must be properly filled along with the
Employee number & Signature.

=  All undelivered shipments should be returned on the same day.

=  Scan compliance mandatory on all shipments. Failure are continuous monitored.

* Failure for compliance may lead to disciplinary action.
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How e-Validation Works?

SDC introduced e-Validation as an alternate

method of validating customer’s delivery mf—)mf%
addresses. Upon receiving the shipments, SDM
system sends an automatic SMS to customer’s _ _ _ ]
!nju_r :u]]nah j_yuulshlaman! .!(mdlycho.u_sedelwerymelhud

mobile containing 4-digit pin code and a login URL

€

-
in which the customer can login to SMSA’s secure T —— ,
portal and provide his delivery address.
J
Here is how it works:
% o
= Customer receives “SMS” on his phone. e
Dear Customer
SMSA will be receiving a shipment for you from <CLIENT>. Our team
will call you from 011-2187777 to verify your address within 48 Hrs.
or please visit http://smsa.co, your password is <MCODE>. -
S . . Useyour previous delivered shipment address with SMSA
= Upon clicking the link, it opens below page. - =
STNSTl.
Express
el
& Your Pending Shipments
E % 176843750001316 from Emirates Bank
EXDFGSS Previous Shipment Address
Address Validation Service Exit. 14 0pp Jarir bookstore

Ry,

Dear Customer,

In our endeavour to provide better services, please Acdienal Detals
provide us with your address, by entering your
mobile number and password sent to your mobile.
|
534¢ 34 +
E Confirm Cancel
Login

Terms and Cenditicns




How e-Validation Works? (cont.

Pickup from ShSA Express Retall Center

Express '

SMSA Express Branch Delivery

SA Exp B
[RSC 41171 -

District, Prince Abdullaziz Ibn Masaad Ibn Julawi Street, Riyadh v
tails.

Confirm

our current location by navigation services

Express '

Your Pending Shipments

i - 5
Satellite '-"3 Search B [
2w :

E The Saudi Investment
Sl a5y slta g o

B_u:vk Head Offic
Holiday Inn 52
)

LIl

xdjq

P - Social Development
e Bank - Head Offi Q
- % aatall sy
Olaya Park = »

Saudi

»k’:
National Care Hospita
Office@ P ke ahe,
; Depariment OF Saan
Public Prosecution @ > - s s 4
B S
A by NCB Capital
investment Bank
el S5 LA oL

Al Malaz Traffic
Police Statior
Sl na 55

Family Medicine
Genter - Armed Forces ()
fike pbiks

i igald

Kenwiood - nikon
. Formaintenance @)

% 2 e The Ministry of <
AL WIZARAT Justice King Abdullah @.

5 o A Al oy
Al ol At B
5 = ¢ % Saudi Industrial +
% Ministry of Interior =l d N e
AL MUTAMARAT el a,w,,@ & i uEveluumﬂ\_{u&! !
el . Deccan House - Sweels RSt vior] e
Click anywhere on the map 1o Use it as your location and il address automatically.

= T o s

Save Address Cancel

Pick the place manuslly by u

sing google maps

Use maps to find your location for address

Express ’

Bank
G T £
Map  Satellite 55
iy s S
ran GF e é« R—
5 o
King K?EHU 5 RIyEd‘h AR RAYYAN
G A satans
University Hospital o2 o et
=l el e
s o e
o = %
: g 200 Rpan
Lot Aunzen
T £ e A onzman
o > AL MURABBA T haaney
S aoal mrawe %
DHAHRAT LABAN AL SINA'IYAH % e
i gk smmiran oy 2 e
st A 12l An o
e el .
Suspensian Bridge @A; Hilal Football Club 5 AL-nah
ol st sl s Sasad e ss aumaoan pive
= Glick anywhere on the map 1o use it as your location and il address automatically =
oogle .

Otrer Details

]

Save Address | Gancel

ter Your Address Manually

Express ‘

ra
La

21 Termaitse

Your Pending
1 0

6

Shipments
0131 E

Your Address

o
A
[

Save Address. Cancel




How e-Validation Works? (cont.)

= All submitted addresses will be sent to SDM system which is later verified and updated by SDC Call center.

Fo

]

Saice

eValidated Shipment Details

AWBNo Mobile _ Area _ landmark _ City Dat.

» [l 1762123500051 |+966543858713  |43327 - Sakmanyah District, Ria... SaudiAmba  |11/2
() 101231111007760 0097332184408 51,205 _ Manama 1172
(J |118213180101823 966509288223 Prince Sultan Bin Abdulazz Road,... | nul 1172
() 118213180100113 0556444650 5136, Al Rugaigah, Al Hufuf and ... nul 11/2
() 118213180100257 0504156043 142256 - Ulsuc £ A0Vl s | SaudiAabia | 11/2
() 162211121400653 | 550170982 | alall,Glalus eV a5y Jazan 11/2
() 142241120210011 |00966550066170 | ,laall ,5yssall JED 11/2
() 159111235322567 966535782385 HAL Shipment,RSC 42245 -... MAK 11/2
() 162211121400853 598101995 Al el s, hes) s Riyadh 11/2
1 1162221121400400 582239160 | 261105 Brab st # b ‘Rivadh 'RUH 11/2

E-Validated Shipment *

Shipment Details

AWB # 1118213180101831 Name HAMOOD ASRAF
Mobile # User City null
Area City

Address g361 Maan Bin Qais St, Al Rawabi, Landmark
Al Khobar 34421 3170, Saudi
Arabia, Project BSF Renewal Project

Accept imajyalidate R




STNST \ How WhatsApp Validation Works?

SDC introduced a new method of Customer Address Validation which is done via WhatsApp.

How it works?
=  Once shipment gets registered in SDM system, SDM automatically sends WhatsApp message to
customer requesting for his preferred delivery location.
= Once the customer replies with his location same location details gets updated in SDM system.

= When the shipment is taken out for delivery, this location appears under courier’s Job list in SDM
Mobile application. This helps courier to reach the customer’s location with push of a button.

~. o cc ——
¢ @ ey ) 1 = SMSA EXPRESS = i 2ereh fes ]

53 Pickup - 00 £ Dsiivery - 0417 e n
— e o
105203350100119 -
MESHAL ALSHAMMARI
le Number : o 1
066533278761 t i
Ruh Algerwin Area St King Fahad Near To Alumamah Uiny
Work Riyadh
Good Day. 2]
. = Lon.] SRS -
We have your shipment P 888 -
100123456789000 from
105203360100242 MARZOUQ ALSHAH... v
Samba and we are so . N— iy

966565184506

happy to deliver it to you
between 8am and 5pm.
To continue in English ——— e = e B
please type E Mobils Number : : v

DE6550133335 20 AR A e A AL

King Fahd Branch Rd, Al Qirawan, Riyadh 13544, Sauch
Arabia Rivadh

Al Bayan Area, All Al lsaml St, Near A1 Inayah Phamacy
Riyadh



\ Our major clients

= Al Rajhi Bank
=  BSF (Bank Saudi Fransi) ,
= BAJ (Bank Al Jazeera)

=  MEEM (by Gulf International Bank)
= Al lnma Bank

=  SNB (Saudi National Bank)

=  ELM - Mugeem

=  Bank Al Bilad

= Liv. (by Emirates NBD)




Hold at Location (HAL)

Hold at Location is an optional service given to our valued customers to
collect their shipments from the nearest SMSA Express Service Centres.
Currently HAL facility is at almost all SSCs kingdom wide.

HAL service is offered to the customer at the time of address validation.

How to apply Hold At Location (HAL) Scan?

= |n SDM, under “Delivery” select “STATUS SCAN”

Delivery | Reports Billing Operatio
|» StatusScan |

= Select “HOLD AT LOCATION”
= Select the preferred retail and scan the AWBs.

Shipment Status Scan
Status |HOLD AT LOCATION v| Retal  Cabmet [0 | Drawer [0 | Count 0

AWB #

Shipment Detais RSC 41171 - Sulaimaniyah District, Prince Abdullaziz Ibn Masaad Ibn Julawi Street, Riyadh
RSC 41153 - Dhahrat Laban District, Al Shifa Street, Riyadh
AWB = Ref = Recipient RSC 41129 - Sahafah District, King Abdullaziz Road, Riyadh
. . RSC 41145 - An Nahdah District, Prince Bandar bin Abdullaziz Street, Riyadh

= Press “REGISTER” button once done.

Once the shipments reaches retail, The customer will get an automatic
reminder SMS with location for navigation. collection
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SINST \ POS Machines

SDC started using POS machines for the couriers to collect the amount of COD
shipments with ease.

U  What is Point-of-sale (POS)?

A point-of-sale terminal (POS terminal) is an electronic device used to process card
payments at retail locations. A POS terminal generally reads the information off a
customer's credit or debit card. This supports all types of network.

 How to use Point-of-sale (POS)?

= Before delivery, Enter the COD amount mentioned on the AWB.

= Request the customer to hold the card near the machine/ Insert the card to its
reader.

= When asked, Request the customer to enter his PIN code.

= Wait for approval message.

= Once approved, first printed copy is for us & the second copy is for the
customer.

= Networks we accept are; VISA, MASTER CARD & MADA.




SDM Mobile - Courier’s Android Application

Introducing all new SDM Mobile application which is designed exclusively for SDC couriers to perform daily
scans using their Android smartphones. Same scans are posted to SDM system in real-time. This app has
integrated Job list which helps couriers to preform their duties with ease.

Here are few screenshots of the SDM Courier’s Application.

SMSA EXPRESS SMSA EXPRESS = ¢ Exception & POD Scan Details

© oNLmE 9939 SAR @) Pickun-0j0 E ) oolvery - 3258 m Pick Up Stehs Airway Bill : 124170520000380

SMSA SDC Courier [Ill REFUSED BY BRANCH MANAGER

&) PICKUP - 0/0 Il wroNG MOBILE NUMBER o1 ,
100020174000214 MASHAEL MOHAMM.., - 1V Numbal
Mobile Number : [l chEE REACHED MAXIMUM ALLOWED Sis
L 966606483260 Enter Remarks Here

m = Ash Shaikh Muhammad Ibn Abdulmuhsin Al Khayyal St An |[ ||| REFUSED TO PAY COD AMOUNT
PUP OFD POD

Il cAMCELLED OM SHIPPER REQUEST

100020175000292 FATEMAH GHALEBA.. W : }
Mabilo hurmber : |l REFUSED TO ACKNOWLEDGE OCC FORM

ﬁ 966559200977

e +di
7448 12384 4414 AnMakhee! Riyach [[lll orpER mEMS NoT FOUND
INBOUND OUTBOUND EXCEPTION

100020175000212 MASHAEL MOHAMM... ¥ [l canceLLED THE ORDER
Mobile Number :

- |l DELIVERY ATTEMPTED/CUSTOMER NOT
966506483250 DELIVERY /

Near Dalla Hospital Pls Call This Customer-abdeimuhesn

MASS POD RTS TRACKING St-plz Call After 2.00 Pm For Del --—--, 677298 Ho.. [1l MoBLLE swiTcHED OFF
Clear Canluw
2508002000382 MOHAMMADAMLG.. ¥ |I]I| REFUSED AFTER VALIDATION - CANCELLED THE
SHIPMENT Xe  Kew  Xm  Xew  Xoee
Mobile Number :
966604284421

! [1lll REFUSED AFTER VALIDATION - DID NOT ORDER
Exit 2. Alnakeel Area . Alrajhi Bank  Riyadh

[l ncorreeT / NO 1D NUMBER
125080620004847 AZZAM A AL QuwOIZ v

=) & o © A =} 2 O] [llll RECIEPIENT UNABLE / REFUSED TO PROVIDE ID
Ve -

™ On Diamand Heeacation Ware On Damars Notifeason Mo




Thank You!

f[wlofin
sSmsaexpress
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