
Special Delivery Channel (SDC) 
Operations



Introduction on Special Delivery Channel (SDC) 

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.



PICKUP

ADDRESS 
VALIDATION

DISPATCH

DELIVERY

Overview of SDC process



To know about the tools & technology used 
by SDC. 

To get familiar with the different projects 
SDC is involved.

To learn about the various processes.

Course Objectives



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
 SNB (Saudi National Bank)
 ELM – Muqeem
 Bank Al Bilad
 Liv. (by Emirates NBD)

Course Outcome



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.

SDM (Special Delivery Management) Application



Types of SDC services

Standard delivery 
Delivers the shipment directly to customer.

Return Document (Ret-Doc) shipments delivery
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.



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:

WhatsApp Validation
 An automated message will be sent to customer requesting for

his/her location via WhatsApp.



e-Validation
 An automatic text message is sent to

customer with address validation link.

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
the delivery commitment time depending on
customer’s location/ city.

 In case of exception, the customer gets an
automated SMS containing the AWB with
optional call back toll free number.

 The 2nd and 3rd calls are made in the following
days.

Workflow (Cont.)

Validation Screen in SDM



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
manifest.

 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”.

OPERATIONS

 OPS will apply “OPERATIONS IN” scan.

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

 Same city’s shipments are then sorted according to the areas /routes and
kept ready for delivery.

 Shipments validated as HAL are sorted according to the retail location.

Workflow (Cont.)



Workflow (Cont.)

DELIVERY

 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.

 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
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 2nd & 3rd

attempt and hand over the shipments to STN Agent at respective region.

 After three attempts,

the shipment will be returned

to its origin.



Ret- Doc Projects

 Some banks provide pre-printed acknowledgment form
along with the card.

 These forms are usually shipped with the card. Inside
SMSA envelope's pouch.

 These shipments are treated as priority.

 At the time of delivery, it is mandatory to get signature &
the required fields filled before handing over the card to
customer.

 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.



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.



How e-Validation Works?

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>.

SDC introduced e-Validation as an alternate 
method of validating customer’s delivery 
addresses. Upon receiving the shipments, SDM 
system sends an automatic SMS to customer’s 
mobile containing 4-digit pin code and a login URL 
in which the customer can login to SMSA’s secure 
portal and provide his delivery address.
Here is how it works:
 Customer receives “SMS” on his phone.

 Upon clicking the link, it opens below page.



How e-Validation Works? (Cont.)



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

How e-Validation Works? (Cont.)



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.

Good Day.
We have your shipment 
100123456789000 from 
Samba and we are so 
happy to deliver it to you 
between 8am and 5pm.
To continue in English 
please type E

now



 Al Rajhi Bank

 BSF (Bank Saudi Fransi)

 BAJ (Bank Al Jazeera)

 MEEM (by Gulf International Bank)

 Al Inma Bank

 SNB (Saudi National Bank)

 ELM - Muqeem

 Bank Al Bilad

 Liv. (by Emirates NBD)

Our major clients



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?

 In SDM, under “Delivery” select “STATUS SCAN”

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

 Press “REGISTER” button once done.

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

Hold at Location (HAL)



POS Machines 

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

 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.



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.

SDM Mobile - Courier’s Android Application



You!
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