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	LTL/FTL Work Instructions
Owner/ Department: IBU-BAH, Customer Services 



	Brief
	The LTL/FTL work instructions outline the end-to-end process for handling less truckload & full truckload shipments are processed as per procedure.

	Purpose
	To provide a standard operating procedure for LTL/FTL Shipment processed by CX Executives.

	Person Affected
	Customer Experience Executive

	Responsibilities
	CX Executive: To process LTL/FTL Shipments as per procedure. 
CX In charge responsible for ensuring exact and correct information is provided by the Executives while processing LTL/FTL Shipments. Proper Telephone & Email Etiquettes are followed.

	Guidelines
	Procedure CX Executive:
 
LTL – Domestic 

1. Domestic LTL Shipment requests are received through Telephone, Email and Internal Staff. The request received by CX must have the SMSA air Waybill raised from the customer SMSA portal with the request.
2. CX Executive checks I if the Account number for the customer is Active or Inactive.
3. Arrange Booking with BAH Ops Dispatch and send the air waybill copy to the dispatcher by email. 
4. Informing the Customer by Email about the booking Number
5. Follow up with pickup location till shipment is picked up. 
6. Keep the customer informed about the pickup & delivery and or any issues occurred
7. Create a Billing Report and submit it to Finance on weekly basis. 

LTL (Inbound & Outbound)

Account Customers 

1. Inbound/Outbound LTL Shipment requests are received through Telephone, Email and Internal Staff. The requested received by CX must have the SMSA air Waybill raised from the customer SMSA portal, Invoice and other documents with the request.
2. CX Executive checks I if the Account number for the customer is Active or Inactive.
3. Initiate Ticket/Booking via CORE, Send email with SMSA air Waybill, Invoice and other documents with the request to the Origin operation team & destination Clearance team.
4. Informing the Customer by Email about the booking/Ticket Number


5. Follow up with pickup location till shipment is picked up. 
6. Follow up with destination to ensure smooth clearance and smooth delivery is arranged.
7. Keep the customer informed about the pickup & delivery and or any issues occurred.
8. Create a Billing report and submit it to Finance on weekly basis. 

Cash Customers (LTL Inbound/Outbound) 

1. Cash Inbound/Outbound LTL Shipment requests are received through Telephone, Email and Internal Staff. The requested received by CX executive must have the Invoice and other documents with the request.
2. CX Executive sends email to pricing team to get the quotation.
3. CX Executive receives quotation from pricing team and sends the quotation to customer for confirmation (Once Quotation is Confirmed, Customer pays the amount to SMSA trough Cash, Bank transfer or Bank Card)
4. Quotation confirmation is sent to pricing team to Initiate Cash SMSA air Waybill.
5. CX Executive Initiate Ticket/Booking via CORE, Send email with SMSA air Waybill, Invoice and other documents with the request to the Origin operation team & destination Clearance team.
6. Informing the Customer by Email about the booking/Ticket Number
7. Follow up with pickup location till shipment is picked up. 
8. Follow up with destination to ensure smooth clearance and smooth delivery is arranged.
9. Keep the customer informed about the pickup & delivery and or any issues occurred.
10. Create a Billing report and submit it to Finance on weekly basis. 

FTL (Inbound & Outbound)

Account/Cash Customers 

1. Inbound/Outbound FTL Shipment requests are received through Telephone, Email and Internal Staff. The requested received by CX must have the SMSA air Waybill raised from the customer SMSA portal, Invoice and other documents with the request.
2. CX Executive checks I if the Account number for the customer is Active or Inactive.
· Inactive:
· If account is Inactive → Advice the customer to contact, their respective Account Manager.
· Active:
3. CX Executive sends email to pricing team to get the quotation.

4. CX Executive receives quotation from pricing team and sends the quotation to customers/sales for confirmation.
5. Quotation confirmation is sent to pricing team, and the pricing team will add CX executive in email with the agent.
6. CX Executive should send an email with all the details and documents shared by the customer, requesting the agent to contact shipper and arrange for collection. 
7. CX Agent will receive the Bayan from the Origin Agent & send Pre – Alert to destination Clearance team with all supporting documents.
8. Follow up with pickup location till shipment is picked up. 
9. Follow up with destination to ensure smooth clearance and smooth delivery is arranged.
10. Keep the customer informed about the pickup & delivery and or any issues occurred.
11. Create a Billing report and submit it to Finance on weekly basis. 
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