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	Work Instructions for Handling Missing Air-Waybill Shipments 
Owner/ Department:  Operations




	Overview
	This work instruction is created to provide guidelines for handling shipments with missing AWBs. 


	Responsibilities
	Couriers, Floaters, Station Agents, Hub Agents, Sorters, Handlers, Station Supervisors, Hub & Linehaul Supervisors, Station Managers, Hub & Linehaul Managers, Security, SMSA Service Center (SSC) Executives, SMSA Service Center (SSC) Managers and Customer Care.

	Instructions
	
1. WhenSMSA employee/s found a shipment in Hub or Station without having an AWB Number or AWB Copy on it, he should report it to Station/Hub Agent or Supervisor immediately.
2. Station/Hub assigned personal should look for the AWB in and around the area the shipment is lying. If any AWB is found, check if it has a possible match with the shipment.
3. Station/Hub responsible person should write the date on the shipment it was found (Tip: PAR report might be helpful to trace out the shipment with missing scan on the same date).
4. Station/Hub responsible person should communicate with their counterpart in origin/destination to trace out the shipment (Tip: Overage/Shortage report between origin/destination will be helpful to identify the shipment).
5. Above process to be completed maximum in two days. If AWB is not found then the shipment has to be opened.
6.  If CCTV camera is available in the location, the shipment must be open under CCTV. 
7. If Security staff is available in the location then the shipment must be opened by Station / Hub assigned person together with security. 
If Security is not available in the location, then the responsible person should contact his direct manager / supervisor who will nominate another staff as a witness to open the shipment in his presence. 
8. While opening the shipment if shipper/consignee information is traced out, they have to be contacted to identify the shipment and AWB number. 
9. If the shipment is identified, comments scan to be updated in the system and delivery to be arranged accordingly. 
10. If shipment was not identified in two days, a ticket to be initiated to “Missing AWB Shpts” Group. For opening ticket the following mandatory fields to be filled:

· In Customer Field write: Missing AWB Shipment
· In the Title Field write the Contents of the shipment
· In the Contact Phone Field write 9999
· In Call Type Field select Domestic or International
· In Employee Group Category Field select Operations
· In AssignGroup Field select Missing AWB Shpts
· In TicketSource Field select Walk-in
· In TicketCategory Field select Other
· In TicketSubCategory Field select Others
· Click on ChooseFileand attach Picture of the outer packaging and inner contents
· In TicketSummary Field write the description how the shipment was found, Packaging information, any marking / writing on the outer packaging, detailed contents of the shipment.

11. Write the Ticket number on the package(s) for easy reference and keep the shipment for 15 days. 
12. If the shipments issue is resolved any time during 15 days, the ticket status to be changed to “Resolved” by the initiator and delivery of the shipment to be arranged accordingly.   
13. If the shipment issue is not resolved within 15 days, changed the ticket status to “In Progress” and send the shipment to Overgoods section, by pasting OVG sticker on the shipment together with the printout of the ticket. 
14. Once the shipment is received in overgoods, the Overgoods Agent will change the ticket status to “Pending” and process the shipment as per agreed overgoods procedures. 
15. If Overgoods Agent receives any inquiry and the shipment is identified, it needs to be processed for delivery and the ticket status to be changed to “Resolved”The inquiry to be sent to overgoods using their normal ticketing group i.e. “Overgoods” not through the “Missing AWB Shpts” Group.
16. If the shipment is not resolved and processed as per overgoods process after the deadline the ticket stats should be changed to “Resolved”. IT help can be obtained if there are many tickets to be resolved after Disposal Committee decision. 
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