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WORK INSTRUCTIONS 	تعليمات العمل
Healthcare Department (HCD)	قسم الرعاية الصحية (HCD)
	
This work instruction is prepared based on the Service Level Agreement (SLA) between SMSA & client.	تم إعداد تعليمات العمل هذه بناءً على اتفاقية مستوى الخدمة (SLA) بين سمسا والعميل.
	
Change Log:		New Healthcare Work Instruction	Added all active customers	Added all SLA commitments	Added Pick up & Delivery Process		التغيير:		تعليمات جديدة للرعاية الصحية 	إضافة العملاء الفعلين 	إضافة جميع اتفاقيات مستوى الخدمة 	إضافة عمليات الالتقاط والتسليم 		

  

	OVERVIEW
	Explains the workflow and instructions to follow while managing HCD shipments.

	PERSON AFFECTED
	HCD Employees

	 

	LIST OF PROJECTS AND SERVICE TYPE
	Customer
	Service

	National Guard DMM
	Standard Delivery

	Life Line Medical Company Dammam
	Standard Delivery

	National Guard Al Hassa
	Standard Delivery

	Nature Zone Trading - DMM 
	Standard Delivery

	National Guard Jeddah
	Standard Delivery

	Men’s Solution
	Standard Delivery

	NGHA JED to HLA Lab-King Abdulaziz Medical City RUH
	Standard Delivery

	National Guard Med
	Standard Delivery

	Pr. Sultan Military - Cardiac Riyadh
	Standard Delivery

	National Guard Hospital Affairs – Riyadh
	Standard Delivery

	Saudi German Hospital
	Standard Delivery

	Armed Force Hospital
	Standard Delivery

	Blood Samples Project
	Standard Samples Delivery

	Document Project
	Standard Document Delivery

	New Born Project (Weqaya)
	Standard Delivery

	Salam Veterinary Group
	Standard Delivery

	Cluster-1 (KSMC)
	Standard samples Delivery

	Cluster-2 (KFMC)
	Standard samples Delivery

	Medical Genetics Laboratory 
	Standard Delivery

	Alkharj Military Hospital 
	Standard Delivery

	Armed Forces Hospitals Al-Kharj 
	Standard Delivery

	Wareef Charity (Blood Campaign)
	Standard Samples Delivery

	ICR Group (Express)
	Standard Delivery

	ALJAWAHIR ALMOTAMAYZA ALTEBBIYA Co
	Standard Delivery

	ALMOSTAQBAL MEEM SNTER Medical (Cold Chain)
	Standard Delivery

	Elite Gate Medical
	Standard Delivery

	Faqeeh Care Group
	Standard Samples Delivery

	Wadi Al Dawasir Hospital
	Standard Delivery

	Madinah National Guard Hospital (Samples) 
	Standard Samples Delivery

	State Properties General Authority (SPGA)
	Standard Delivery

	Al Hussamiya Trading Company
	Standard Delivery

	Prince Sultan Cardiac - Al Wazarat Dist
	Standard Delivery

	Naqal (Boxes Transfer from MOH)
	Standard Delivery




	
	


	


	TYPES OF SERVICES



· [bookmark: _Hlk152663239]STANDARD DELIVERY 
[bookmark: _Hlk152608011]SLA is next-day delivery.
Verify the customer's OTP PIN and deliver the shipment directly to the customer.
HAL the Shipments on customer request.
Undelivered shipments are returned to the customers with RTS scans.

· DOCUMENT DELIVERY 
SLA to deliver the document is within five days or else RTS. 
Take the customer's signature on the delivery record and deliver the document.
Undelivered shipments are returned to the Ministry with a return manifest.

· SAMPLES DELIVERY 
Samples delivery SLA is based on KM.
· 0KM to 400KM Same Day Delivery
· 401+KM Next Day Delivery
Deliver the samples to the LAB with a POD scan.

	
WORKFLOW



PICK UP
· Shipments are picked up from the shipper’s location by HCD couriers at the agreed time or scheduled with “PUP scans”.
· For samples our team will create a booking in the new HCD system for pick-up and couriers will apply a PUP scan on the same booking number with Queen AWB. (Bookings are on call or scheduled)
· For documents courier should obtain the shipper's full name and check the Bayan number, signature, stamp, and date while picking up.




OPERATIONS
· Once the operation team receives the shipments, they apply an “SIP” scan for the same destination shipments.
· Shipments for other destinations will be handover to L/H with an “SOP” scan
· Once received at the destination, the HCD Team will perform an “SIP” scan.
· Shipments are then sorted according to the defined areas /routes and then kept ready for delivery.

DELIVERY
· Courier receives shipments from their respective stations as per their route.
· The courier must apply an “OFD” (VAN) scan from the Mobile application.
· Customer information will automatically appear in the “Jobs” screen Mobile application.
· Courier should obtain OTP verification for cold chain shipments deliveries B2C and for other customer's B2B shipments signature is obligatory.
· The courier should perform DEX at the same time. All undelivered shipments will be returned to the station for the next day’s attempt.
· After two attempts, the shipment will be RTS.

HOLD AT LOCATION
· Shipments that are requested by the customer to hold at the SMSA branch.
· If the branch location is near the courier route, then the courier will hand over the shipment to retail directly with a “HAL” scan

	GENERAL INSTRUCTIONS



· The courier has all rights to refuse delivery if the customer does not give his ID/OTP for verification.
· All undelivered shipments are to be returned to the station on the same day. 
· Scan compliance is mandatory on all shipments. Failures are continuously checked.

* Failure on compliance may lead to disciplinary action.
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