
Two Pure Splits:
1st – Main Station of its region

2nd – Main Station of Other regions.

Example: RUH Hub to sort 
shipments destined to RUH station 

and other regions main stations.

Shipments received at 
KFIA/Origin Hubs

Hub to sort the shipments 
into 2 pure splits and 1 mix 

split

HIP Scan

E-COM Process Flow – Stations & Hubs

One Mix Split:
Mix all the remote station shipments 

of each respective region.

Example: Mix shipments destined to 
Central remote stations 

(ELQ,MJM,HAS&HBT) into one split.

Forward the shipments to their 
respective destination Hubs

HOP Scan

Shipments received at 
destination Hubs

Dest HUBs to sort the 
shipments to their 

respective remote stations 
from mix split bags

Prepare positive Bags for 
each remote station and 

forward to their respective 
destination stations

HIP Scan

Shipments received at 
Remote Stations

HOP Scan

Dest HUBs to handover the 
shipments to their 

respective main stations 
from pure split bags

Shipments received at 
Main Stations

HOP Scan

HIP Scan

SIP ScanSIP Scan 1



Requested 
HAL?

No
Fine sort the shipments to 

respective delivery 
channel. 

Fine sort the 
shipments to 

respective Area 
RSCs

Yes

Prepare the Station to 
Retail Handover 

Manifest

Handover the 
shipments to 

respective RSCs

Check the Shpts 
details in UTL 

Tracker

Details 
Available in 

DB?

No

Yes

No

No

1. B2C Couriers 
Delivery process

Forward UTL-RSC if 
physical address not 
found  to Mega RSC / 
Main RSC in the City

2. B2B Couriers 
Delivery process

3. Part-time Couriers 
Delivery process

5. 3rd Party Couriers 
Delivery process

4.Freelance Delivery 
process

Retail Standard 
Delivery process

Get the Signature from 
Retail Executive on the 

Handover manifest

Yes Is Shpt with Area 
Name Only

E-COM Process Flow – Stations

1

A

B

C

D

E
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Shipment Arrived 
In Station (SIP)

Once Customer 
Create AWB, Data is 
received in System 

for Validaiton

Origin 
HAL?

CS Validation 
Agent to call

No Validation Required, 
Shpt will be sorted as HAL 

once arrive in STN

Yes

No

Is Customer received shpt 
from Retail previously?

Auto Call to 
Confirm RSC Not Confirmed

Yes

Info  Stored in UTL 
Data Base

Confirmed

Is Origin 
HAL?

Stations to 
Sort the 

shipments

Yes

No

Shpt with 
Complete 
Address

Yes

Retail Standard 
Delivery process



Courier takes the 
shipments out from 

their respective 
racks for delivery

Shipment 
Delivered?

Yes

Van Scan (Auto send SMS to Customer)

Update POD

End

Shipment with 
COD amount?

Yes
Collect Money thru 

cash or POS Terminal

No

Auto receipt 
will be sent 

upon updating POD

After delivery 
cycle, Courier 

returns to 
Station

No

Courier 
Returns with 

Money?

Courier returns with 
Money, POD & 

Undelivered shipment 
for submission to 

Station

Is the Station 
With Cashier?

Yes

No

Check versus report 
per courier route

Handover undelivered 
shipments and POD to 

Station Supervisor / 
Station Agent

Handover Cash to 
Cashier,  Cashier 

accepts cash

check amount versus 
CORE system

Yes

Discrepancy?

No

Yes
Ask Courier for the 

Discrepancy

Courier to handover 
discrepancy amount

Handover to Station 
Supervisor / Station 

Agent

SMSA B2C Couriers (E-com Couriers)

No

Apply 
appropriate 

DEX scan and 
paste attempt 
sticker on the 

package

Re-attempting 
Delivery?

After 2-Days attempt 
Courier will handover  the 

Shpt to RSC directly.

Shipment refused 
by the consignee

No

Yes

No

Apply RTS 
Process

Daily Report from 
system to be 
generated for 

unremitted COD cash 
by Station.

Station supervisor / 
agent deposit cash 

received to bank and 
send documents to 

finance
(Regional Accounting Team)

Sort shipment per 
route and place on 
each Courier racks

A

F

Manifest & 
receiving 
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Courier takes the 
shipments out from 

their respective 
racks for delivery

Shipment 
Delivered?

Yes

Van Scan (Auto send SMS to Customer)

Update POD

End

Shipment with 
COD amount? Yes

Collect Money thru cash 
or POS Terminal

No

After delivery 
and pick up 

cycle, Courier 
returns to 
Station

No

Courier 
Returns with 

Money?

Courier returns with 
Money, POD & 

Undelivered shipment 
for submission to 

Station

Is the Station 
With Cashier?

Yes

No

Check versus report 
per courier route

Handover undelivered 
shipments and POD to 

Station Supervisor / 
Station Agent

Courier handover 
cash to cashier and 
cashier accepts the 

cash.

check amount versus 
CORE system

Yes

Discrepancy?

No

Yes
Ask Courier for the 

Discrepancy

Courier to handover 
discrepancy amount

Courier handover 
cash to Station 

Supervisor / Station 
Agent

SMSA B2B Couriers (Station Couriers)

No

Apply 
appropriate 

DEX scan and 
paste attempt 
sticker on the 

package

Re-attempting 
Delivery?

After 2-Days attempt 
forward the Shpt to 

RSC

Shipment refused 
by the consignee

No

Yes

No

Apply RTS Process

Daily Report from 
system to be 
generated for 

unremitted COD cash 
by station.

Auto receipt
will be sent 

upon updating POD

Station supervisor / 
agent deposit cash 

received to bank and 
send documents to 

finance
(Regional Accounting Team)

Sort shipment per 
route and place on 
each Courier racks

B
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F



PTC  takes the shipments 
for delivery

Shipment 
Delivered?

Yes

Van Scan (Auto send SMS to Customer)

Update POD

End

Shipment with 
COD amount?

Yes
Collect Money 

thru cash 

No

After delivery 
cycle, PTC 
returns to 

designated 
location

No

PTC Returns 
with Money?

PTC returns with 
Money, POD & 

Undelivered shipment 
for submission to 

designated location

Is the 
designated 

location With 
Cashier?

Yes

No

Handover undelivered 
shipments and POD to 

Station Supervisor / 
Station Agent / Retail 

Agent

Handover Cash to 
Cashier.

check amount versus 
CORE system

yes

Discrepancy?

No

Yes
Ask PTC for the 

Discrepancy

PTC  to handover 
discrepancy amount

Handover to Station 
Supervisor / Station 
Agent / Retail Agent

SMSA Part-Time E-com Couriers (PTC) 

No

Apply 
appropriate 

DEX scan and 
paste attempt 
sticker on the 

package

Re-attempting 
Delivery?

After 2-Days attempt 
forward the Shpt to 

RSC

Shipment refused 
by the consignee

No

Yes

No

Apply RTS 
Process

PTC to register in SSHR
(SDC & Retail Staff to be 
issued with a unique ID)

PTC to go to designated 
location to collect the 
shipment for delivery

Stations to Sort 
the shipments 
for designated 

location 

Make CONS & Apply TSS Scan

Forward the shipments 
to respective 

designated location 

Assigned Staff in 
Designated location to 
receive and scan each 

Shipment

All Shpts 
available as per 

CONS?

Yes

Keep the shipments for 
the respective SMSA PTC

Send the email 
to station about 
the discrepancy

No

SMSA PTC to visit 
respective designated 
location at the agreed 

time

Assigned staff in the 
designated location to 

handover the shipments 
to SMSA PTC 

What is the 
Designated 
Location?

Location to be selected

Station 

Daily Report from system to 
be generated for 

unremitted COD cash by 
designated location.

Note:

1. After Delivery Completion, payment 
will be done thru HR on monthly basis 
along with the payroll, cut off from 16th of 
last month up to 15th of the current 
month.
2.Payment on a weekly basis to be 
reviewed by finance.
3. Automated report for Delivered 
shipments per employee to be provided 
by system.

Auto receipt 
will be sent 

upon updating POD

Station supervisor / agent/ 
Retail Agent deposit cash 
received to bank and send 

documents to finance
(Regional Accounting Team)

C
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Provide CONS to 
destination location

F



Freelance Courier 
takes the shipments 

out for delivery

Shipment 
Delivered?

Yes

Van Scan (Auto send SMS to Customer)

Update POD

End

Shipment with 
COD amount?

Yes
Collect Money thru 

cash 

No

Auto receipt 
will be sent 

upon updating POD

After delivery 
cycle, Courier 

returns to 
designated 

location

No

Freelance 
Courier 

Returns with 
Money?

Freelance Courier 
returns with Money, 
POD & Undelivered 

shipment for 
submission to 

designated location

Is the 
designated 

location With 
Cashier?

Yes

No

Handover undelivered 
shipments and POD to 

Station Supervisor / 
Station Agent / Retail 

Agent

Handover Cash to 
Cashier.

check amount versus 
CORE system

yes

Discrepancy?No

Yes

Ask Freelance Courier 
for the Discrepancy

Freelance Courier to 
handover discrepancy 

amount

Freelance Courier 
handover cash to Station 

Supervisor / Station 
Agent / Retail Agent

Freelance E-com Couriers 

No

Apply 
appropriate 

DEX scan and 
paste attempt 
sticker on the 

package

Re-attempting 
Delivery?

After 2-Days attempt 
forward the Shpt to 

RSC

Shipment refused 
by the consignee

No

Yes

Apply RTS 
Process

Go to designated 
location to collect the 
shipment for delivery

Yes

Keep the shipments for 
the respective freelance 

courier

Send the email to 
station about the 

discrepancy
No

Freelance Courier to visit 
respective designated 
location at the agreed 

time

Assigned staff in the 
designated location to 

handover the shipments 
to freelance courier along 
with delivery record from 

S-panel if he doesn’t have 
apps.

What is the 
Designated 
Location?

Location to be selected

Station 

Daily Report from system 
to be generated for 

unremitted COD cash per 
designated location.

Station supervisor / agent/ 
Retail Agent deposit cash 
received to bank and send 

documents to finance
(Regional Accounting Team)

Note:

1. After Delivery Completion, An 
automated report for delivered 
shipments per Freelance Courier to be 
provided by system, daily payment will 
be done thru the same designated 
location.
2. Apps should be in line with ARAMEX

Freelance 
Registration 

Process

Note:
1. Freelance to register in SMSA and upload needed documents. (HR to provide 
needed registration requirements)
2. HR to do verification and approval.
3. HR to provide needed training to Freelance upon verification.
4. HR to issue ID & submit list of qualified freelance courier to finance and OPS for 
next steps.
5. Develop system to take care of non SMSA E-courier

D

3

Stations to Sort 
the shipments 
for designated 

location 

Make CONS & Apply TSS Scan

Forward the shipments 
to respective 

designated location 

Assigned Staff in 
Designated location to 
receive and scan each 

Shipment

All Shpts 
available as per 

CONS?

Provide CONS to 
destination location

F



3rd party Courier 
takes the shipments 

out for delivery

Shipment 
Delivered?

Yes

Van Scan 
(Auto send SMS to Customer) 

if Courier is using Apps

Update POD

End

Shipment with 
COD amount?

Yes
Collect Money 

thru cash 

No

Auto receipt 
will be sent 

upon updating POD

After delivery 
cycle, 3rd party 
Courier returns 
to their facility

3rd party courier returns 
with Money, POD & 

Undelivered shipment 
for submission to 3rd

party Representative

SMSA representative 
to collect money, 
refused and 2nd

attempt undelivered 
shipments and Delivery 

records

check amount 
collected versus 
CORE system

Discrepancy?No

Yes

Ask 3rd party 
Representative for the 

Discrepancy

3rd Party 
Representative to 

handover discrepancy 
amount.

3rd Party Couriers 

No

Apply 
appropriate 

DEX scan and 
paste attempt 
sticker on the 

package

Re-attempting 
Delivery?

After 2-Days attempt 
SMSA to forward the 

Shpt to RSC

Shipment refused 
by the consignee

No

Yes

No

Apply RTS 
Process

Stations to 
segregate the 
shipments for 

3rd party

Forward the shipments 
to respective 3rd party 

location.

Make a CONS & 
Apply TSS Scan on shpt

3rd party representative 
logged into a receiving 

screen and scan all 
the shipments and 

confirm receipt of all 
shipments 

3rd party to return   
shipments to 

SMSA 
Representative 

SMSA representative 
to print delivery record 

for the re-attempt 
shipments and keep 
the shipment in 3rd

party location

4
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Note:

As per agreed timing, payment for the 
delivery will be given to 3rd party from 
system computation.

3rd Party 
Company 

Registration 
Process

3rd Party 
Employee 

Registration 
Process

SMSA Representative 
to handover the cash 
collected to cashier (if 
cashier is available in 
the location) or else 
deposit cash to bank 

and send documents to 
finance

(Regional Accounting Team)

Note: 
1. 3rd Party to provide list of couriers, mobile number 
and area assignment 
2. SMSA to Provide unique ID per Courier.

Daily Report from 
system to be generated 

for unremitted COD 
cash per 3rd party.

3rd party 
representative will sort 

and keep based on 
their route created

E
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E-com Shipment RTS Process

F

Sort shipments 
per Customer

Scan and put all sorted 
shipments into CONS (1 

CONS per Customer) and 
apply RTS-IN scan onto 

each CONS

Sprii, Fonzone, Nirmal, Xinda, Gossups, Sporter, 
Edfa3ly, Skynet Edfa3ly, Apollo, Panaramex, FFC, 
Citycall, Awok, Namshi, Skybay, PFC, Banggood, 

Dubai Phone, SXD, JCEX, Sayidity, COCO, Light in a 
Box, Dubitel, Japan Online, Jollychic, MenaKart, 

Steebon, Ideal Design, Shopia, Winlink, Company for 
Deal, Mono General Trading

INTL

SOUQ RX, SOUQ RU, WADI

DOMESTIC

For SOUX RX shipments: 
Scan each shipment using 
the UTL system whereby 

new AWB will be generated. 
Sort into 4 categories.

SOUQ RU 
shipments: will be 
segregated into 3 

categories

1) New AWB showing Re-
attempt delivery to RUH, 
JED & DMM

2) New AWB 
showing HAL in RSC 
Sulay

3) New AWB For 
return to SOUQ 99 
Warehouse

Put all shipments 
under this category 
under 1 CONS

Put all shipments 
under this category 
under 1 CONS

Put all shipments 
bound for RUH 
under 1 CONS

Put all shipments 
bound for JED & 
DMM under 1 CONS

Apply COMMENTS 
Scan on CONS 
“Forward to RFS”

Apply COMMENTS 
Scan on CONS 
“Forward to HUB”

Handover to HUB Handover to RFS

RU1 – Small items –
Return to FC7 
Warehouse

RU2 – Heavy/Big 
items – Return to FC8 
Warehouse

RU White/AFAQ  –
RTO - Return to FC7 
Warehouse

Put into CONS

Put into CONS

Put into CONS

Handover to RFS

Apply COMMENTS 
Scan on CONS 
“Forward to RFS”

Check all shipments 
in CORE system if 

Re-attempt is 
needed

Re-attempt?

Create RTS AWB 
and attach to 

shipment

Apply COD RTS 
scan on original 

AWB

Handover to 
Linehaul for 

connection back to 
shipper

Handover to LH

Handover to Station/
LH/RFS  for Re-
Attempt Delivery

End

End

Yes

No

Handover to RFS
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