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	Guidelines for Handling COD Shipments
Owner/ Department: IBU-BAH, Operations



	Overview
	This work instruction is created to provide general guide line in handling COD shipments.

	Person Affected
	Courier, Handler, UTL Agent, Station Agent, Operation Supervisor, Operation Manager, SMSA Service Center (SSC) Executives, SMSA Service Center (SSC) Supervisors.

	Instruction
	Picking COD shipments at Origin:
· At the time of pickup make sure that shipment has thermal sticky AWB attached with it. If the shipment is having normal paper AWB in pouch, Service Quality has to be informed to take it up with Sales/ Customer.

· After picking-up the shipment, attach COD sticker with each shipment.

· Handover the shipment to Station for connection.

Processing COD shipments in Station upon receiving:
· Receive all COD inbound shipments normally and apply SIP scan.

· Segregate / Sort the shipments according to the addresses given on the AWB.

· AWBs having HAL notification from origin should be sent to SSC as HAL.

· AWBs having address for door delivery to be sent out with couriers for direct delivery.

· AWBs having incomplete address to be processed as UTL.

· No shipment should go to SSC without customer request. If a customer request for hold, courier to use DEX sticker with details/UTL staff has to mention customer name, contact number and requested SSC name in Comments scan e.g. “Mr. xyz Mob No 05xxxxxxxxx requested HAL in SSC abc”.

· After delivery of shipment the system has to be updated for receipt of payment (COD Amount) and submit the money to cashier/assigned staff on same day. 

Delivering COD Shipments to Customers:
· At the time of delivery customers should not be allowed to open the shipment before payment and obtaining signature on POD.

· If a customer insist to open before receive/POD, do not deliver the shipment to him/her and apply DEX07-6 CNEE Rqst to Open before POD scan.
· After payment settlement and POD, if a customer opens the shipment and wants to return back due to any discrepancy, kindly advise the customer "Please coordinate directly with the seller/merchant as they have return policy and will arrange to pick the shipment from you and will pay back your money".

· If the customer insisting and forcing the staff to return back the opened shipment, then the Courier/SMSA Service Center (SSC) Executive has to call his immediate supervisor/ manager to bring the matter to his attention. Involvement of supervisor/manager is very much needed to identify the reality of the incident. In this case DEX07-8 Shpt Reused by Recipient scan with proper comments has to be updated in system. 

· The Supervisor/Manager has to send email to Service Quality to communicate this with the Shipper/Sales/CS for further handling.

Returning Undelivered COD shipments to Origin

· All undelivered COD shipments should be kept in Station/UTL/SMSA Service Center (SSC) till the deadline.

· Undelivered COD Shipments should be returned back only after meeting return deadline of 5 Days. Unless you receive CORE ticket / email from CS under subject COD Shipments to return, no shipment should be returned to shipper/origin, even if the shipment is refused by consignee.

· To process RTS, apply DEX14 – Return in Process scan to be applied, paste RTS sticker on the shipment and handover to Station to send it to origin / Customer.

· Station has to print the return label using RTS Application, paste on shipment, apply COD RTS using SPANEL screen and connect shipments under new AWB to origin station. The origin location will return the shipment to shipper and apply Proof of Delivery POD Scan and update the recipient’s name.


Page 1 of 2
Uncontrolled copy if printed


[image: image1.png]