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	MOH Documents Project
Owner/ Department: Operations - Healthcare




	 Brief
	Work process and procedure for MOH Documents Project. Work instruction includes pick up, processing, delivery and exception handling of MOH documents.

	
Purpose
	
1. To standardize the process of SMSA Project for MOH Documents. 
2. To provide a guide for employees working on SMSA Project MOH Documents on their daily tasks.
3. To ensure employees are able to perform as per company expectation and department’s key performance indexes.
4. To maintain integrity of work, commitment time and quality of work to customer.


	
Responsibilities
	
1. Operations Manager Healthcare – ensures that day to day activities of the project are properly executed based on SMSA Policies and procedures through the assistance of Project Management Associate, Service Assurance Specialist and Supervisors Healthcare. 
2. Coordinator Healthcare – Ensure the smooth flow of work (pickup and delivery) in their respective locations / regions. 
3. Clerk Healthcare – receive shipments form MOH, encodes shipment information in SPOTS system and does the AWB printing. Update delivery and exception information in the system. 
4. Courier – Healthcare picks up and delivers MOH documents to customers.


	Definition  of Terms

	
1. MOH – Ministry of Health
2. SPOTS  System – SMSA Project Operations and Tracking System
3. POD – Proof of delivery
4. AWB – Air Way Bill
5. PUP – Pick Up Package
6. Package / Shipments – refers in this procedure as MOH Documents 
7. Inside Region – refers to shipment for delivery inside the region from where the shipment has been picked up. 
8. Outside Region – refers to shipments for delivery outside the region location.
9. BAYAN Form - a summary form with Ministry of health logo on its header issued by hospitals or MOH showing the details of the documents being handed over to, such as case number, date and subjects. The form also has a MOH stamps and or signature.



	Detailed Procedure /Steps



















































	1. Pick up package process: 
1.1 Clerk Healthcare / Courier Healthcare pick up the documents coming from Directorate of Health Affairs of MOH, Qitaa Sahi and Hospitals.
1.1.1 For documents coming from MOH where the SMSA project office is located, Clerk Healthcare / Courier Healthcare will pick up the documents based from the agreed cut off times. The cut off timings could vary from one location to another. 
1.1.2 For Documents coming from outside the SMSA project office in MOH, Courier Healthcare will be the one to pick up the documents.
1.2 Clerk Healthcare / Courier Healthcare ensures that all documents being picked up are accompanied by a BAYAN form. Cross check Ref#, Stamp and Sign from MOH, ensure proper form used by MOH Staff, Bayan Date written on top, weight mentioned in front of each shipment. Separate Bayan required for Inside Region and Outside Region shipments.
1.3 Clerk Healthcare / Courier Healthcare check the documents received versus BAYAN form thru the reference number and acknowledge receipt of the documents by affixing the Stamp and signature with Date & Time on the BAYAN forms in space provided. 
1.3.1 For documents coming from MOH where the SMSA project office is located, Clerk Healthcare will stamp the BAYAN forms with SMSA received stamp and sign for receiving.
1.3.2 For documents coming from Outside MOH project office i.e. Qita Sahi & Hospitals, Courier Healthcare needs to return a copy of the BAYAN forms with signature for receiving to the sender and hands over the picked up documents together with the BAYAN forms to Clerk Healthcare. If sender is asking for SMSA receiving stamp on bayan, the courier can stamp in office and return to sender in next visit. 

1.3.3 Clerk Healthcare needs to re-check and ensure that the documents are intact and properly together per reference number per BAYAN form prior to processing the documents. 

1.3.4 If there are missing reference number in documents upon checking, it is needed to return the BAYAN form and documents to the sender for resolution of the missing case documents prior to processing. (this is second check, whereas the first check will be done at the time of pickup).

2. Processing Shipments:  
2.1 Clerk Healthcare encodes shipment information in SPOT (i.e. Sender, Recipient, Reference No, weight etc) to generate AWB.
2.2 Clerk Healthcare arranges the AWB document copy in such a way that it is easier to put the documents in SMSA pack together with its AWB.  He places the AWB on top of the documents that goes with it. 
2.3 Clerk Healthcare after finishing the arrangement will,
2.3.1 For Inside region shipment, pack the documents per AWB in SMSA bags and sort per route or per courier in sorting bin. 
2.3.2 For Outside Region, Pack the documents per AWB in SMSA bags and sort them per destination. Prepare outbound manifest per destination. Place all shipments under the same destination inside one bag. Fill SMSA AWB and attach it to the bag along with outbound manifest.   

3. Delivery Process:
3.1 Courier Healthcare goes to his assign slot on the sorting cabinet gets the packages then checks if it is  under his assigned route if not verify it with the Clerk or Coordinator and afterwards arrange them in series per drop. Shipments for delivery in remote locations through blood sample couriers will go for delivery as per blood sample pickup schedule; status scan will be updated in SPOT specifying scheduled delivery day. 
3.2 Courier Healthcare goes to Clerk / Coordinator Healthcare for package scanning, and printing Delivery Record (POD form).
3.3 Alternatively the Clerk / Coordinator Healthcare can prepare delivery record ahead of courier arrival i.e. in advance to save courier waiting time for delivery activities.
3.4 Courier Healthcare cross checks the shipments with POD and needs to sign on a copy of the delivery record form for the acknowledgement receipt of the packages for delivery.
3.5 Clerk Healthcare files the signed POD of courier for control and accountability purposes.
3.6 Courier Healthcare goes out for delivery of the packages with the POD on hand. 
3.7 Courier Healthcare upon delivery of the package should ensure that the Delivery Record is signed by consignee. Date, Time and Recipient Name is written; Exception (Reason for Return for Non-Delivered shipment) is clearly mentioned in delivery record. 
3.8 Courier Healthcare upon completion of all deliveries and pickups will return to Office, submit delivery record and undelivered shipments to Clerk / Coordinator Healthcare.
3.9 Clerk Healthcare Cross-check Delivery Record after Courier Return (Delivered shipments Vs Signatures & Returned Vs Exceptions and update accurate information from Delivery Record to SPOT System with date, time, recipient name (POD/Exception Capturing).
3.10 Delivery Record will be filed for record. 
3.11 Clerk Healthcare performs inbound scan on all shipments received from Outside Regions, sort it according to route. The delivery process is same as above.  

4. Undelivered packages processing (Exception Handling):
4.1.1 Couriers Healthcare return undelivered packages to SMSA Office for with the reason for non delivery written on delivery record.
4.1.2 Couriers Healthcare submits package to Clerk / Coordinator Healthcare and provide him the reason for non delivery.
4.1.3 Clerk / Coordinator Healthcare receive undelivered shipments and update SPOTS system regarding the reason and status of the package.
4.1.4 Clerk / Coordinator Healthcare categorized undelivered shipment. 
4.1.4.1 If the problem of undelivered shipment cannot be resolved by SMSA staff, Return Manifest will be prepared in SPOTS and return the packages to sender and get the signature on return manifest. Update SPOTS system of the returned information and file return manifest in file.  
4.1.4.2  If the problem of undelivered shipment can be resolved by SMSA staff, action will be taken to resolve the problem and send the shipment for delivery in next delivery cycle. 
4.1.5 Undelivered shipments coming from other regions have to be returned to the origin by preparing a separate outbound manifest. 

5. MOH UTL Shipments:
5.1.1 MOH UTL Shipments will be handled in MOH office. The shipments will be cleared by Coordinator Healthcare or a designated staff. 
5.1.2 During Sort UTL shipments have to be segregated.
5.1.3 Apply Exception scan on all UTL shipments “Recipient Details Incomplete”.
5.1.4 Designated staff will check database / Internet for proper address.
5.1.5  Contact on telephone / mobile number to reach consignee.
5.1.6 After obtaining delivery address, the shipment has to be sorted for delivery. 
5.1.7 If the shipment issue cannot be resolved, it needs to be returned back as per return process as mentioned in step No. 4. 

	Related Documents

	1. MOH BAYAN Form (MOH will provide along with documents) 
2. Delivery Record – MOH (Printout from SPOTS) 
3. Return Manifest – MOH (Printout from SPOTS;   
4. Outbound Manifest – MOH (Printout from SPOTS   
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