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	Standard Operating Procedure for Handling Riyadh Bank Shipments
Owner/ Department: Mailroom Management



	Purpose


	The purpose of this Standard Operating Procedure (SOP) is to provide clear, documented, and auditable guidelines for the handling, delivery, and return of all shipments belonging to Riyadh Bank (RB).
This SOP ensures:

· Accountability at every stage of the shipment lifecycle.

· Traceability through robust recording and tracking mechanisms.

· Security through strict verification protocols and chain of custody.

· Compliance with both domestic and international shipment regulations.

· Consistency in handling shipments containing sensitive and confidential information.

	Scope


	This SOP applies to:

· All Riyadh Bank shipments, both Domestic (within the Kingdom of Saudi Arabia) and International (cross-border).

· All SMSA employees involved in the handling, processing, transit, delivery, or return of Riyadh Bank shipments, including but not limited to:

· Couriers

· Station Agents

· Retail Executives

· Sorters & Supervisors

· Customer Service Agents

· UTL Agents (International)

· All Riyadh Bank Mailroom personnel involved in handover/receipt of shipments with SMSA representatives.

	Definitions & Abbreviations


	Term

Definition

AWB

Air Waybill - The primary tracking and shipping document.

POD

Proof of Delivery - Signed and dated confirmation of delivery.

RTS

Return to Shipper - Process of returning a package to the original sender.

DEX

Delivery Exception - Code used to record a delivery failure.
COD

Cash on Delivery - Payment collected upon delivery.
HAL

Hold at Location - Package held at a retail location for collection.
SOP

Standard Operating Procedure - This document.
SIPS

Station Inbound Package Scan - Package received at station.
SOPS

Station Outbound Package Scan - Package leaving station.
VAN

Out for Delivery Scan - Package is with the courier for final delivery.
PUP

Pick Up Scan - Package is picked up from the sender.
RB Mailroom

The designated Riyadh Bank mailroom and point of contact for all shipments.
Authorized Recipient

The individual(s) designated by Riyadh Bank to receive shipments.
Representative

An individual sent by the consignee to collect a package on their behalf.


	Responsibilities


	Role

Responsibilities

SMSA Courier

- Pick up shipments from RB Mailroom.

- Apply all required scans (PUP, VAN, DEX, RTS).

- Verify recipient identity against AWB/instructions.

- Obtain signature and complete POD/POD form.

- Report any exceptions or delays immediately to the Station Supervisor.

- Ensure chain of custody is maintained and documented.

SMSA Station Supervisor

- Supervise all sorting, scanning, and delivery activities.

- Ensure all staff are trained on this SOP.

- Daily review of PODs, DEX codes, and the RB Transfer Log.

- Escalate any issues (lost packages, failed verification) to the Operations Manager.

SMSA Customer Service Agent

- Liaise with RB Mailroom on any shipment issues, exceptions, or returns.

- Coordinate return authorizations and resolve delivery queries.

SMSA UTL Agent (International)

- Prepare all required customs documentation (commercial invoice, etc.).

- Coordinate with customs brokers for clearance.

- Manage international returns and associated paperwork.

SMSA Operations Manager

- Overall accountability for the Riyadh Bank account.

- Ensure compliance with this SOP.

- Conduct regular audits of processes and documentation.

- Act as the primary escalation point for any serious incidents

RB Mailroom Personnel

- Prepare shipments with complete and accurate documentation.

- Confirm receipt of shipments from SMSA using the RB Transfer Log.

- Notify SMSA of any return requirements or special instructions.

- Ensure all packages are properly handed over to SMSA.

RB Recipient/Consignee

- Provide valid government-issued identification upon delivery.

- Sign the delivery record/POD.

- If sending a representative, provide a signed, dated authorization letter and a copy of their ID.



	General Security & Handling Principles


	The following principles apply to ALL Riyadh Bank shipments:

1. Chain of Custody: A documented and auditable chain of custody must be maintained from pickup to delivery (or return). This is achieved through the mandatory use of the "Riyadh Bank Package Transfer & Accountability Log" at every handover point.

2. Verification: All recipients must be positively identified and verified against the consignee information on the AWB or as provided by Riyadh Bank (see Section 10).

3. Security: Shipments must be handled with the highest level of security. Do not leave packages unattended. Keep them in secure storage areas (e.g., cages, locked rooms) when not in transit.

4. Segregation: Riyadh Bank packages must be segregated from general shipments during sorting and staging to minimize the risk of loss or misrouting.

5. Scanning Discipline: All mandatory scans (PUP, SIPS, SOPS, VAN, DEX, RTS, POD) must be completed accurately and in real-time within the CORE system. No package is to be moved without a corresponding scan.

6. Confidentiality: Under no circumstances should the contents of Riyadh Bank packages be discussed with unauthorized persons. Only share shipment information with the sender, consignee, or authorized RB personnel.

	Process Flow Overview


	The following diagrams provide a high-level overview of the processes described in detail in Sections 7, 8, and 9.

Appendix A: Domestic Shipment Process Flowchart

Appendix B: International Shipment Process Flowchart

Appendix C: Return Process Flowchart



	Domestic Shipment Handling Process


	Pickup & Acceptance

1. Package Preparation (RB Mailroom):

· RB Mailroom personnel will prepare the shipment, ensuring all information on the AWB is accurate and complete.

· Packages must be securely sealed and appropriately labeled.

2. Pickup (SMSA Courier):

· The designated SMSA Courier will arrive at the RB Mailroom at the scheduled time.

· The Courier will perform a PUP Scan to record the pickup in the CORE system.

· Both the Courier and the RB Mailroom representative will count the number of packages being handed over.

· Both parties will sign the "Riyadh Bank Package Transfer & Accountability Log" to confirm the handover.

3. Transfer to Station:

· The Courier will transport the packages directly to the SMSA Station.

· Upon arrival, a Station Agent will perform a SIPS Scan to confirm arrival.

Transit & Sorting

1. Sorting:

· The Station Sorter will sort incoming packages.

· Riyadh Bank packages must be segregated and placed in a designated secure area.

2. Staging for Delivery:

· Packages are assigned to a courier for delivery.

· The Station Agent will perform a SOPS Scan to confirm the package has left the station for delivery.

Delivery & Verification (Refer to Section 10)

1. Out for Delivery:

· The Courier will perform a VAN Scan at the start of their route.

2. Arrival at Delivery Location:

· The Courier will arrive at the delivery address specified on the AWB.

3. Verification Process:

· The Courier will follow the strict verification protocol outlined in Section 10 of this SOP.

· If verification is successful: Proceed to Section 7.4.

· If verification fails: Do not release the package. Apply the appropriate DEX code, note the reason, return the package to the station, and immediately notify the Station Supervisor and RB Mailroom.

Proof of Delivery (POD)

1. Complete Delivery Record:

· The Courier will ensure the following information is recorded on the delivery sheet/POD form:

· AWB Number.

· Total number of packages delivered.

· Service and exact time of delivery.

· Recipient's Name (in English).

· Recipient's Government ID Number.

· Any exception notes.

· Payment collected (if applicable e.g., COD).

2. Obtain Signature:

· The Courier must obtain the recipient's signature on the delivery record.

· Explain to the recipient where to sign.

3. Perform POD Scan:

· The Courier will complete the delivery by applying a POD Scan in the CORE system.

4. Update Transfer Log:

· The Courier will update the "Riyadh Bank Package Transfer & Accountability Log" to confirm delivery.

5. Distribute AWB Copy:

· Give the Recipient a copy of the AWB (recipient copy).

· Keep the Destination copy and file it as per SMSA policy.

	International Shipment Handling Process


	8.1 Pickup & Acceptance

Same as Section 7.1, with the additional requirement that all necessary customs documentation is complete and attached to the shipment.

8.2 Customs Documentation (UTL Agent)

1. Preparation:

· The UTL Agent is responsible for preparing all required customs documentation. This includes:

· A complete and accurate Commercial Invoice.

· Any other documents required by the destination country (e.g., certificate of origin, packing list).

· The UTL Agent must ensure that the documentation is attached to the shipment in a separate plastic pouch, along with the original AWB.

2. Customs Clearance:

· The UTL Agent will coordinate with customs brokers to ensure timely clearance at the destination station.

8.3 Transit & Sorting

· The shipment will travel through SMSA's international network.

· Tracking and scanning must be performed at every stage of transit to maintain traceability.

· Upon arrival at the destination station, a Station Agent will perform a SIPS Scan.

· The station will sort, stage, and prepare the shipment for delivery, following the same segregation and security principles outlined in Section 7.2.

8.4 Delivery & Verification

· Same as Section 7.3.

· The Courier must be especially vigilant during verification, as international shipments may have additional security protocols or recipient restrictions.

8.5 Proof of Delivery (POD)

· Same as Section 7.4.

	Return Process (Domestic & International)


	This section outlines the procedure for returning Riyadh Bank shipments to the shipper.

9.1 Return Initiation & Authorization

1. Authorization:

· A return can only be initiated upon written or verbal authorization from Riyadh Bank (the shipper/consignee, as applicable).

· Verbal agreement is acceptable provided that the communication and agreement are documented in the CORE system (trace for international) and, for domestic, recorded in the RB Return Record Log.

· For International: The UTL Agent must open a trace with SMSA and obtain instructions on disposal/return.

· Billing Acceptance: The sender (or consignee, if the payer) must confirm their acceptance of responsibility for the return charges (if applicable). If the return is due to a delivery service failure, the return is at no charge.

9.2 Return Under Same Air Waybill (AWB)

This applies when the shipment is being returned to the shipper under the same AWB number (e.g., recipient refused acceptance).

1. Apply DEX14 Scan:

· The assigned staff (Retail/Station) will apply a DEX14 - In Return Process scan on the package.

2. Attach RTS Sticker:

· Affix a "Return to Shipper (RTS)" sticker to the package (see Appendix D).

3. Station Outbound Scan (SOPS):

· The assigned staff at the station will apply an SOPS Scan to send the package back.

· If collected from Retail: The Courier applies a Retail To Ops PUP Scan, and then a SOPS Scan is applied at the OPS facility.

4. Transit to Origin Station:

· All normal scans are applied during transit.

· The destination (origin) station will apply a SIPS Scan upon receiving the shipment.

5. Sort & Stage:

· Sort the package to a Courier or HAL staging area for final return to the shipper.

6. Return Delivery:

· The Courier applies a VAN Scan.

· Upon handing over to the shipper: The Courier applies an RTS - Returned to Shipper Scan instead of a POD scan.

· If sent to Retail: Station applies VAN & HAL Scan. Upon receiving in Retail, normal scans (Retail In, Retail PMX) are applied. When handed to the shipper, the RTS Scan is applied.

9.3 Return Under New Air Waybill (AWB)

This applies when a new shipment number is required (e.g., when the original tracking process must be terminated).

1. Terminate Old AWB:

· Apply an RTS - Returned to Shipper Scan on the old AWB.

· Enter the New AWB # in the "Comments" field. This terminates the old AWB.

2. Attach New AWB:

· Fold the old AWB and place it in the pouch.

· Attach the new AWB to the shipment.

3. Treat as New Shipment:

· Apply a PUP Scan on the new AWB.

· All subsequent scanning and procedures will apply as per a normal shipment (SIPS, SOPS, VAN, POD) until delivery to the shipper.

9.4 COD Return Handling

· For COD Shipments (E-Commerce): When returning COD shipments to the shipper, a COD-RTS Scan must be applied by the assigned staff.

9.5 Return to Shipper (RTS) Completion

· Update all logs: Ensure the return is recorded in the "Riyadh Bank Return Record Log" and the "Riyadh Bank Package Transfer & Accountability Log" .

· File Documentation: Keep copies of the authorization, AWB(s), and any other relevant documentation.



	Verification Protocol (Critical)


	This is the most critical section for Riyadh Bank. All SMSA personnel must strictly adhere to this protocol.
Step

Action

Details

1

Request Identification

The courier must politely and professionally request a valid government-issued Photo ID from the individual receiving the package.

2

Verify Identity

Compare the name and photo on the ID to the Consignee's Name on the AWB or as stated in the shipper's instructions.

3

For Representatives

If the individual is a representative, they MUST provide:

a) A signed and dated Authorization Letter from the consignee.

b) A copy of the consignee's government ID.

c) The representative's own valid government ID.

Compare all details carefully.

4

Verification Failed

If at any point verification fails (photo doesn't match, name is different, no authorization letter):

DO NOT RELEASE THE PACKAGE.

Politely explain the requirement.

Apply the appropriate DEX code (e.g., DEX 15 - Recipient Not Available).

Immediately contact the Station Supervisor and RB Mailroom.

5

Special Instructions

Always check the AWB or CORE system for any special instructions from RB (e.g., "Deliver to X person only," "Check ID with Security Office").



	Accountability & Chain of Custody


	To address the identified risks, a robust accountability mechanism is established.

1. "Riyadh Bank Package Transfer & Accountability Log":

· This log (Appendix D) must be used for ALL handovers:

· RB Mailroom to SMSA Courier (Pickup).

· SMSA Station to SMSA Courier (Staging for Delivery).

· SMSA Courier to Recipient (Delivery) - The POD form serves this purpose, but the Transfer Log can be used for internal handovers.
· For Returns, the "Riyadh Bank Return Record Log" serves a similar purpose.

· The log must be signed by both the transferring and receiving parties, with name, employee ID, and date/time.

2. Comprehensive Recording:

· The Returned Shipments (3).xls must be replaced with the more comprehensive "Riyadh Bank Return Record Log" (Appendix D) which includes fields for authorization, reason for return, billing acceptance, and recipient/shipper signature.



	Required Documentation & Forms


	The following documents and forms are mandatory for all Riyadh Bank shipments:

1. Air Waybill (AWB): All sections must be completed accurately.

2. "Riyadh Bank Package Transfer & Accountability Log": For recording all handovers.

3. Delivery Record / POD Form: For recording delivery details and obtaining recipient signature.

4. "Riyadh Bank Return Record Log": For recording all return transactions.

5. Commercial Invoice (International): Required for customs clearance.

6. Authorization Letter (for Representatives): Must be provided by the consignee.

7. Incident Report: For any exceptions, security breaches, or damages.



	Incident & Exception Reporting


	1. Immediate Reporting:

· Any incident (lost package, security breach, damage, failed verification) must be reported IMMEDIATELY to the Station Supervisor and the RB Mailroom.

2. Incident Report:

· A formal Incident Report must be completed for any serious incident.

· The report must include: Date, Time, Location, Tracking Number, Description of the Incident, Persons Involved, and Actions Taken.

· The QRM (Quality & Risk Management) team must be notified for any critical incidents.

3. DEX Codes:

· Use the appropriate DEX code for any delivery exception, as per the SMSA Scans List.

· All DEXs must be reported daily to the Station Supervisor.

	Compliance & Audit


	1. Compliance:

· All SMSA employees involved in handling RB shipments must be trained on and comply with this SOP.

· Non-compliance will be subject to disciplinary action.
2. Audit:

· The Operations Manager will conduct regular audits of:

· Completed PODs and AWB filings.

· Completed Transfer and Return Logs.

· Accuracy and timeliness of scans.

· Adherence to the Verification Protocol.

· Audit findings will be reported to SMSA management and, if required, Riyadh Bank.

	Appendices


	Appendix A: Domestic Shipment Process Flowchart
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Appendix B: International Shipment Process Flowchart
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Appendix C: Return Process Flowchart
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Appendix D: Sample Forms

Form 1: Riyadh Bank Return Record Log

Form 2: Riyadh Bank Package Transfer & Accountability Log 

Note: This log is used at every handover point (e.g., RB Mailroom to Courier, Station to Courier, etc.).

Appendix D: RTS Sticker Sample
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