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	Brief
	SMSA shall introduce new businesses, products, services, applications and operating models through a controlled, documented and transparent process. No initiative may be declared operational or commercially launched until the applicable business, legal, procurement, financial, insurance, technology, operational, risk and management requirements are completed and formal Go Live approval is obtained.
Creating an application or logo, submitting a trademark, engaging agents, starting limited transactions or incurring cost does not by itself make a business operational.

	Purpose
	To define a common SMSA governance process for developing, approving, launching and monitoring new businesses, products and services. The policy establishes clear ownership, mandatory functional reviews, controlled use of external providers, transparent reporting, Go Live approval and post launch review. The intent is to allow innovation while preventing uncontrolled commitments, unclear approvals, unclear ownership and operation without adequate protection for SMSA.

	Scope
	This policy applies across SMSA departments, countries, regions and business units where SMSA management authority applies. It covers:
· new businesses, business models and revenue generating activities;
· new customer, logistics or delivery services;
· new applications, digital platforms or technology enabled services;
· new brands or service identities created for SMSA offerings;
· new agency, partner, subcontractor or outsourced operating models;
· introduction of an existing service into a new country, region or market;
· pilots intended to become normal commercial operations; and
·  significant changes to an existing service that change its risk, technology, provider, legal, financial or operating model.
Routine improvements that do not significantly change the approved service, risk or operating model do not require the full process. 

	Person Affected
	All SMSA employees and functions involved in proposing, sponsoring, developing, approving, supporting, launching, operating or monitoring a new business, product or service, including Business Owners, Management, Operations, Sales, Marketing, Purchasing, Finance, Legal, IT/Information Security, QRM and other supporting functions.

	Responsibilities
	Executive Management / Authorized Management
Owns this governance framework. Approves the initiative to proceed through the required stages, confirms strategic support and resources, resolves escalated issues and provides final approval within the applicable authority. Management shall not rely only on the Business Owner's statement that the initiative is ready.
Business / Service Owner/ Department Head
Is accountable for the initiative from concept through post launch review. Defines the business need, prepares the business case, coordinates all required functions, maintains current status and evidence, reports risks and open actions, and ensures the initiative does not move beyond an approved stage. The Business Owner cannot self approve requirements owned by another function.
Quality & Risk Management (QRM)
Provides risk and management system guidance, reviews governance readiness, monitors compliance and reports significant gaps to management. QRM does not own the business case, select providers, approve legal matters or replace the responsibilities of other functions.
Purchasing
Manages sourcing, prequalification, commercial comparison, provider selection and purchasing controls in accordance with the SMSA Purchase Policy and Vendor Prequalification & Evaluation requirements. External agents, partners and subcontractors are subject to these controls where applicable.
Legal
Reviews applicable legal and regulatory requirements, contracts, liabilities, licenses, terms and conditions, intellectual property and trademark matters before commercial commitment or public use where required.
Finance / Insurance Responsible Function
Reviews the business case, budget, pricing and financial controls and confirms that insurance exposure has been assessed and the required coverage or documented decision is in place before Go Live.
IT / Information Security
Reviews applications, systems, integrations, hosting, cybersecurity, data access, privacy and technical support requirements before Go Live where applicable.
Operations / Dependent Functions
Confirm process readiness, manpower, capacity, systems, equipment, service levels, acceptance criteria, reporting and ongoing support within their area of responsibility.
Marketing
Coordinates approved service naming, brand identity, customer communications and external launch significant with Legal and the Business Owner.

	Definitions
	Initiative
Any new business, product, service, application, delivery model, partnership model, market introduction or significant change covered by this policy.
Business / Service Owner
The person formally accountable for developing and operating the initiative and coordinating completion of all applicable requirements.
Go Live
The formal authorization for an initiative to enter normal commercial operation. Activity that starts before formal approval does not automatically become an approved Go Live.
Pilot
A limited, controlled and time bound test approved to validate the proposed service before full commercial operation.
Mandatory Gate
A requirement or functional approval that must be completed before the initiative proceeds to the next applicable stage.
 significant Change
A change to an existing service that significantly affects customers, legal/regulatory obligations, external providers, technology, financial exposure, insurance, capacity, risk or the operating model.
Exception / Risk Acceptance
A documented and time bound management decision to proceed with an identified non regulatory gap using defined interim controls. Internal approval cannot waive an applicable law, license or regulatory requirement.
External Provider
Any supplier, vendor, agent, partner, subcontractor, consultant or other external party providing a product, service or process to SMSA.

	Guidelines/
Procedure
	1. General Governance Rules
· Every initiative must have a formally identified Business Owner and Executive Sponsor / approving authority.
· No employee or department may independently declare an initiative Operational or fully launched before the applicable Go Live requirements are completed and approved.
· Starting work, serving customers, building an application, creating a brand, making payments or using agents before approval does not remove any requirement of this policy.
· No external provider, agent, partner or subcontractor may be appointed or instructed to start work outside the applicable SMSA procurement, contracting and approval process, except through an approved emergency/exception process.
· Relevant business information, status, risks, contracts, provider arrangements, performance and open actions must be available to authorized management and control/support functions. An initiative cannot be treated as the private information of one department or individual.
· Open issues and failed approvals must be reported accurately. A rejected trademark, missing contract, unresolved insurance requirement or other  significant gap cannot be treated as completed.
· The level of control shall be proportionate to the size, complexity and risk of the initiative; however, legal/regulatory compliance and required authorization cannot be bypassed because an initiative is considered urgent.
2. New Business / Service Control Sequence
The normal sequence is:
A. Concept registration and appointment of Business Owner / Sponsor
B. Initial business case and feasibility assessment
C. Cross functional impact and risk assessment
D. Design / build of the service and operating model
E. External provider sourcing and evaluation, where applicable
F. Legal, regulatory, contract, brand and trademark review
G. Finance, budget and insurance review
H. IT, Information Security and data/privacy review, where applicable
I. Operational readiness, process documentation and support readiness
J. Controlled pilot / validation, where required
K. Go Live readiness review and formal approval
L. Post launch performance and governance review
3. Mandatory Launch Gate Requirements
The Business Owner shall ensure that each applicable requirement below is completed and evidenced before Go Live.
	Area
	Minimum Requirement
	Primary Review / Approval

	Business Case
	Purpose, target customer/market, expected demand, revenue/cost, resources and strategic reason are defined.
	Business Owner / Finance / Management

	Legal & Regulatory
	Applicable legal requirements, licenses, customer terms, liabilities and regulatory obligations are identified and addressed.
	Legal / Responsible Function

	Brand / Trademark
	Proposed name, logo and brand are cleared for use. Trademark status and any rejection/objection are resolved or formally directed by Legal/Marketing.
	Legal / Marketing

	External Providers
	Agents, partners, suppliers and subcontractors are sourced, prequalified, evaluated, commercially compared and approved as applicable.
	Purchasing / Business Owner

	Contracts / SLA
	Required contract, scope, SLA/KPI, responsibilities, liability and reporting requirements are signed/approved before work starts.
	Legal / Purchasing / Business Owner

	Risk
	Operational, customer, legal, financial, reputation, safety, information security, provider and continuity risks are assessed with controls, owners and dates.
	Business Owner / QRM / Relevant Functions

	Insurance
	Insurance exposure is assessed and existing coverage, additional coverage or an approved management decision is documented before Go Live.
	Finance / Insurance Responsible Function

	IT / Information Security
	Application/system testing, integration, access, cybersecurity, data/privacy, support and recovery requirements are confirmed.
	IT / Information Security

	Operational Readiness
	Process flow, roles, manpower, capacity, locations, customer support, escalation, claims/complaints and service controls are ready.
	Operations / Business Owner

	Documentation
	Required procedure, work instruction, forms, records, training and controlled documents are available before normal operation.
	Business Owner / Relevant Functions

	KPIs & Reporting
	Service levels, KPIs, cost/revenue and governance reporting requirements are defined with responsible owners and reporting frequency.
	Business Owner / Finance / Management

	Go Live Approval
	All mandatory requirements are confirmed complete, or any permitted exception is formally approved with controls and due date.
	Authorized Management



4. Initiative Status and Central Register
All applicable initiatives shall be recorded in the New Business & Service Register in GUIDE or another approved SMSA system. The following status names shall be used consistently:
	Status
	Meaning

	Concept
	Idea registered and being considered. No commercial operation.

	Assessment
	Feasibility, business case, risk and cross functional impact being assessed.

	Development
	Approved for development/build. Not yet approved for normal operation.

	Pilot
	Controlled limited test is active under approved pilot conditions.

	Pending Go Live
	Development is substantially complete but one or more Go Live requirements remain open.

	Operational
	Formal Go Live approval has been obtained.

	On Hold
	Further development or operation has been paused by management.

	Closed / Cancelled
	Initiative will not proceed or has been formally discontinued.



Only an initiative with formal Go Live approval may be shown as Operational in the register or represented as fully operational to management, customers or other stakeholders.
5. Minimum Register and Reporting Information
· initiative name and brief description;
· Business Owner and Executive Sponsor;
· country / region / business unit;
· current approved status and planned Go Live date;
· business case / budget status;
· Legal and regulatory status;
· brand / trademark status;
· Purchasing / provider / contract status;
· risk assessment and key open risks;
· insurance status;
· IT / Information Security status where applicable;
· major open actions, responsible persons and target dates;
· KPI / performance summary after launch; and
· actual Go Live date and final approval reference.
The Business Owner shall keep the information current. Where informed and support extended QRM shall provide consolidated visibility to relevant management at the agreed reporting frequency and may request supporting evidence where status is unclear or inconsistent.
6. External Agents, Partners, Suppliers and Subcontractors
All external parties used to deliver or support the initiative shall follow the applicable SMSA Purchase Policy and Vendor Prequalification & Evaluation requirements before appointment or start of work.
· The Business Owner shall define the operational and technical requirement; Purchasing shall control the sourcing and commercial selection process.
· Relevant due diligence, capability assessment, competitive comparison, evaluation and approvals shall be completed based on the nature and risk of the service.
· Where competition is not reasonably possible, the approved single/sole source or exception process shall be followed. Convenience, preference or prior use alone is not sufficient justification.
· A contract, approved purchase order or other authorized procurement document shall be in place before the provider starts normal work, except through an approved exception/emergency process.
· Provider performance shall be monitored after launch and issues shall be addressed through the applicable corrective action and risk process.
7. Brand, Trademark and External Communication
· A service name, logo or brand shall not be treated as approved just because it has been designed or a trademark application has been submitted.
· Legal and Marketing shall be involved early enough to avoid unnecessary investment in a brand that cannot be used.
· Where a trademark is rejected, challenged or requires modification, the Business Owner shall follow the direction of Legal/Marketing before continued public use or further investment.
· Public launch announcements, customer communication and commercial use of a new brand shall follow the approved Go Live and communication arrangements.
8. Risk and Insurance
· Risk and insurance shall be assessed during development and not delayed until months after the service begins operating.
· The assessment shall consider contractual liability, goods/cargo exposure, third party activities, vehicles/assets, professional/technology exposure, customer commitments and any other relevant risk.
· The responsible insurance/Finance function shall confirm whether existing SMSA coverage is sufficient or additional coverage is required.
· Where an identified insurance requirement remains unresolved, the service shall not proceed to normal Go Live unless an authorized and documented risk decision is permitted. Applicable legal or regulatory insurance requirements cannot be waived internally.
9. Pilot Operations
A pilot may be used where controlled testing is necessary before full launch. A pilot must not be used to avoid the Go Live requirements.
· defined objective and success criteria;
· approved scope, customers/locations/volumes and start/end date;
· named Business Owner and responsible team;
· known providers/agents and applicable approvals;
· key risks and controls;
· legal/regulatory and insurance consideration;
· monitoring and reporting arrangements; and
· formal decision at the end to approve Go Live, extend the pilot, modify the service or stop the initiative.
10. Go Live Readiness and Approval
Before normal commercial operation, the Business Owner shall complete the approved Go Live Checklist and provide the required evidence to the relevant functions.
· Each function shall approve only the requirements within its responsibility.
· No department may approve on behalf of another function unless formally authorized.
· Open items shall be visible in the Go Live record. They shall not be marked complete just to obtain approval.
· A permitted open item may proceed only where the approving authority documents the risk, interim control, owner and completion date.
· Applicable laws, licenses and regulatory requirements cannot be waived through an internal exception.
· The final Go Live decision shall follow the applicable SMSA Delegation of Authority / approval matrix.
11. Transparency and Management Reporting
Transparent reporting is a mandatory part of operating an SMSA business or service.
· The Business Owner shall provide accurate status and performance reporting to the agreed management and governance forums.
· Authorized functions such as Management, Finance, Legal, Purchasing, IT/Information Security, QRM and Internal Audit may request information and evidence relevant to their responsibilities.
· The Business Owner may protect information using applicable confidentiality and access controls, but may not withhold required business information from authorized SMSA functions on the basis that the initiative is owned by one individual or department.
·  significant incidents, financial exposure, legal/regulatory concerns, provider failure, customer impact and significant risk changes shall be escalated without waiting for the next routine report.
12. Post Launch Review
A new service shall undergo a documented post launch review within 90 days of Go Live, or earlier where risk or management requires.
· actual versus expected volumes, revenue and cost;
· customer feedback, complaints, claims and incidents;
· KPI/SLA achievement;
· provider/agent performance;
· technology and support issues;
· new or changed risks and insurance exposure;
· legal/regulatory issues;
· open actions from Go Live; and
· decision to continue, improve, expand, restrict or escalate the service.
13. Changes to an Existing Operational Service
 significant changes shall be reviewed before implementation using the applicable requirements of this policy and the SMSA Change Management process.
· introduction of a new agent/partner or major outsourcing arrangement;
· entry into a new country, region or customer segment with different requirements;
· significant application/system or data processing change;
· major pricing, liability or customer commitment change;
· significant increase in volume/capacity or operational dependency; or
· any change that significantly alters legal, regulatory, financial, insurance or risk exposure.
14. Exceptions, Existing Uncontrolled Initiatives and Escalation
· This policy shall not be bypassed because an initiative is urgent or because work has already started.
· A permitted exception must document the requirement not yet met, reason, risk, interim control, responsible owner, target/expiry date and approving authority.
· An exception is temporary and does not permanently remove the underlying requirement.
· Where QRM or another authorized audit and assurance function identifies an initiative operating without the required governance, the gap shall be recorded and escalated to the Business Owner and appropriate management for a decision to regularize, restrict, place on hold or stop the activity.
· Legal or regulatory non compliance cannot be regularized only through internal risk acceptance.
15. Compliance and Assurance
Business Owners and supporting functions shall retain sufficient evidence to demonstrate compliance with this policy. QRM, Internal Audit or other authorized assurance functions may review the initiative register, approvals, risk records, contracts, provider controls, Go Live evidence, status reporting, exceptions and post launch performance. Significant or repeated non compliance shall be escalated for corrective action.

	Documentation
Records
	• New Business / Service registration and ownership record
• Concept / management approval
• Business case / feasibility assessment
• Cross functional impact and risk assessment
• Provider prequalification, due diligence, capability assessment, quotations/comparison and selection evidence where applicable
• Contracts, SLAs, purchase orders and functional approvals
• Legal/regulatory review and licenses where applicable
• Brand / trademark review and related decisions
• Insurance assessment / coverage confirmation
• IT / Information Security / data privacy approvals where applicable
• Operational readiness evidence, procedures, work instructions and training records
• Pilot approval and results where applicable
• Go Live Checklist and final approval
• New Business & Service Register / status reports
• Approved exceptions / risk acceptances
• KPI / performance reports and post launch review

	Related Policies &
Standards
	• Purchase Policy
• Vendor Selection, Prequalification & Evaluation Procedure
• Delegation of Authority / Approval Matrix
• Risk Management Policy / Risk Assessment requirements
• New Projects Risk Identification requirements
• Change Management Procedure
• Unplanned Activity Procedure / Register
• Contract Management / Legal requirements
• Finance / Budget / Insurance requirements
• Information Security and Data Privacy requirements
• Document Control requirements
• Business Continuity requirements
• applicable EHS, Security, Ethics, Conflict of Interest and Anti Bribery policies

	Review
	This policy shall be reviewed at least annually and earlier when there is a significant change in the SMSA operating model, authority structure, applicable law/regulation, management system requirements, technology environment or lessons learned from new service launches.
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