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	SSC Executive (New Hire) Policy
                       Owner/Department: SMSA Service Center (SSC)



	Brief
	SMSA Express interviews, hires, and train SSC Executive through the HRD (refer to HR recruitment Policy).

	Purpose
	The way the company responds to service failures is critical to ensure the company’s outstanding reputation for customer service. Therefore, SMSA Express is always ensuring of hire right SSC’s employees, and trains them properly.

	Responsibilities
	RRM is responsible to:

1. Interview the new candidates in coordination with HR.

2. Schedule an orientation program to the new SSC executive in coordination with HR. 

3. Schedule a training program to the new SSC executive in coordination with HR.

4. Include him into the HR trainings (refer to HR training Policy)

	Guidelines
	· Importance of appropriate selection and training: The customer expects high quality service. When customers do not receive the service they expect, they remember and discuss it, especially if the service failure results in an unpleasant or lengthy interaction between the customer and SMSA Express employees, which may affect the company reputation. 

· The basic requirements for considering an applicant for SSC Executive or Area SSC Supervisor are:

· Proficiency in Arabic and English languages, both written and verbal.

· Proficiency in communications skills with Arabic language.

· Successful completion or certification of required education.

· Interpersonal skills.

· Self-motivation and ability to work in time-sensitive situation.

· Previous SSC business experience is preferred.

· The orientation program: Simple one-day program at SMSA Express Head or Regional office, during which the new SSC executive participate in activities designed to introduce him to new environment. The orientation program helps the SSC executive to learn his new job.

· Practical training: the new SSC executive should practice the facts, real work environment and experience not only theory (practical training in operations’ hubs and stations).

· HR schedules periodic trainings gives the new hire RE all updated information.

Procedure:

Orientation: one day orientation program including the following:

· Area SSC Supervisor: Meet the new hire RE.

· Regional SSC Manager: Meet and explain to the new hire RE:

· Introduction.

· The SSC’s Structure.

· Details of employment in SMSA Express.

· Key policies and procedures.

· Tour in the regional building.

· An evaluation report should be prepared by the RRM and submitted to the HR, and copy the NRM.

Practical training: 

· The Area SSC Supervisor, in coordination with RRM, chooses an expert SSC executive to train the new hire SSC executive.

· The ARS should observe the new hire RE closely and prepare a report at the end of the training period to the RRM. 

· ARS coordinate with operations for practical operations training.

HR Training: HR is developing a training program every (6) months.

RRM nominates REs for the training in coordination
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