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	          C2B reverse process agreed SLA Work Instructions   
Owner/Department:  Operation



	Overview
	This work instruction is created to provide general guidelines in handling C2B reverse process agreed SLA.

	Person Affected
	Operations 

	Instruction
	Provided the committed SLA will differ for the cases of manual assignments. Where;

· RUH: 17:00

· JED: 15:00

· MAK: 15:00

Any assignments which are triggered after these cut off times will be acted upon the following day
Action
Timing

Procedure

Wrong Address

Every 2 hours starting from 10:00

Agent needs to check Dispatch screen and search using filter Wrong Address and reassign all records as following:

1- If courier typed different area in the comment, agent should reassign to the corresponding route.

2- If Courier was in the same area typed, agent should contact courier and ask for pickup.

3- If Courier didn’t type area name, then he supposed to be contacted and explain the write process.

Manual Route Assignment
Every 2 hours starting from 9:00 (till the respective cut off times)
Agent should check dispatch screen and make sure all shipments with no route is updated with route number.

Manual Courier Assignment

1 hour after last dispatch

Agent should check all shipments that are not assigned to any courier and assign it to a proper courier as per the route. Agent might need to check RT monitor screen to know the status of couriers and their load.

It is easier for the agent to sort shipments by route and use the function of bulk assignment.

PUX Report

15:00 & 19:00

Agent will receive a report contains all shipments with PUX scans or not attempted as following:

1- Couriers who had shipments not attempted should be contacted and asked to attempt all shipments ASAP and explain that they are monitored.

2- Agents should contact customers who have shipments with Scans (No response, Mobile OFF) on phone1 & Phone2 and call back to couriers if required.

3- Agent should review shipments with Scans (Cancel, Future PUP) and evaluate if he needs to make any action or verification. (Ex. Cancel Shipment with comment “Tomorrow” should not be removed).

AWB Printing and preparing the shipments
Agent will print all the AWB for the reverse picked up shipments, once the courier brings the reverse PUP shipments, printed AWB will be given to the courier, courier needs to:
 • Pack the shipments properly 
• Paste the AWB on the package 
• Handover the shipment to STN agent for IN scan Once all of the above is done, shipments need to be consolidated and prepare for returning to shipper.
Courier Reporting

Couriers with repeated behavior like:

1- No attempt.

2- Fake scans.

3- Improper attempts. (Ex. PUX @ 08:00 or too late).

Should be reported to HR to make proper action.
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