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1. Introduction

	Introduction
	Our vision is to be the fastest and most reliable provider of express delivery services. Part of fulfilling this vision is to ensure consignments carried by the company do not affect our safety and must not unnecessarily cause delays to other shipments. In our business we have regular trading customers who know and are familiar with what can be transported by TNT Express. We also have ad-hoc customers who may not be fully familiar with transport restrictions or legal requirements. Our ‘unknown shipper’ procedures have been updated to provide clear guidelines for identifying and handling customers that may not be fully familiar with transport and legal requirements or the health and safety risks of their goods.


	Definition
	An unknown shipper is:

· A company or individual who has not previously traded with TNT Express.

· A company or individual with no name and address details (NAD) and no account number recorded in our computer system.

· A known company or individual who has previously traded with TNT Express, but is requesting a pick up from an unknown company address

· A guest at a hotel even if the hotel has an account number. 

· Any third party transport company that sends consignments on      behalf of its customers through TNT Express eg. Post Offices, cargo sales clients, courier companies, freight forwarders, etc.

Where the third party is a regulated agent TNT Express can, with necessary validation, accept that customers material as known.

· Someone delivering a consignment into our depot irrespective of whether the shipment is claimed to be from an existing customer unless the sender is known to the TNT Express employee signing for receipt.

· A company or individual who has failed to trade within a specified time period – lapsed accounts. (default: the previous 26 weeks).

· A company or individual who has an account number already, but did not send an actual shipment with TNT Express.

· A company or individual who has not sent with TNT Express the required number of shipments to become a known shipper.

· The required number of shipments can be more than one depending on local legislation.

· A company or individual who has not sent with TNT Express the required number shipments to become a known a known shipper within a specified period of time.

· Period depending on local legislation.



	
	


	Purpose
	The purpose of this procedure is to clearly define those customers which are to be treated as unknown shippers and to provide inspection procedures that ensure illegal contents or products causing health and safety risks are not admitted to our door to door express delivery networks. The procedure ensures compliance with legal requirements and will help us reduce in the risk of health and safety incidents.


	Scope
	The unknown shipper policy is applicable worldwide to the handling of all international air and road consignments.  Domestic shipments carried by TNT Express on aircraft operated by the company or commercial airlines are also covered by this policy.



	Responsibility
	The responsibility for the implementation of this policy is activated by the Customer Service department of TNT Express.

All subsequent responsibility lies within the Depot and Network Operations Structures.


	Operational responsibility
	It is the responsibility of TNT Express operations management and other staff to ensure that:

 SYMBOL 183 \f "Symbol" \s 10 \h 
relevant personnel are fully informed of the necessary actions and their responsibilities in relation to our unknown shipper procedures

 SYMBOL 183 \f "Symbol" \s 10 \h 
these unknown shipper procedures are implemented everywhere and controlled by management


	Divisional responsibility
	TNT Express is responsible for the safe transport of customers consignments and must eliminate health and safety risks so far as is reasonably practicable.  TNT Express will fully comply with all legal requirements including the European Civil Aviation Conference (ECAC) Doc 30 regulations in relation to our door to door express delivery business and there are no exceptions to this policy.  


	Local legislation
	In many countries local legislation governs the way TNT Express must carry out its services and where such legislation exists it must be strictly applied in addition to our unknown shipper procedures.


	Live date
	This procedure is effective immediately.


2.1 Procedure – Customer Service

	
	A customer service (CS) representative should take the following steps in response to a customer booking call (steps 1 and 2 enable the CS representative to identify an unknown shipper):


	Step
	Action

	1
	Identify the customer.

	2
	Ask the customer for his/her NAD details.

	
	
	IF the customer…
	THEN…
	

	
	
	has no NAD details
	the customer is an unknown shipper. Add new NAD details with the minimum required information.
	

	
	
	has NAD details but the pick up address is different from that shown in the NAD details
	the customer is an unknown shipper.  Set up a new pick up address in NAD/Booking.
	

	
	
	is staying at a hotel

______________________

is a third party transport company
	the customer is an unknown shipper even if the hotel has an account number.

___________________

the customer is an unknown shipper even if the company has an account number.
	

	
	
	has NAD details and pick up address is the usual address
	the customer is not an unknown shipper.  Follow normal quotation and booking procedure.
	

	
	

	3
	Tell the customer that each piece must be unsealed for inspection at point of pick up because the shipment may be carried on aircraft. Explain the driver’s procedures and the consequences of sealing the pieces.  Advise the customer that if depot inspection determines that the consignment is suspect, then the client  must collect it from the depot.

	4
	Offer premiums, inform the customer that as a first-time user he or she will receive a proactive proof of delivery call, an information pack with pre-printed consignment notes and details of good packaging practice.

	5
	Give the customer a verbal quote using the normal method or by using our rate checker computer system.

	6
	Enter ‘unknown shipper’ into the pick up text and/or ‘L’ into the pick up code field.


2.2  Procedure - Radio Dispatcher

	
	When customer service staff have taken a booking, the details are passed to the radio dispatcher as per current procedures. In addition the radio dispatcher must:


	Step
	Action

	1
	Produce a list of all unknown shipper consignments.

	2
	Advise the driver in each case to perform the unknown shipper procedure.


2.3 Procedure - Driver

	
	On the pick up round, the driver must take the following steps when the pick-up is from an unknown shipper:


	Step
	Action

	1
	Enter ‘unknown shipper’ in the remarks column of the Pick-Up Sheet.

	2
	Can the consignment be inspected at this time?

	
	
	IF...
	THEN...
	

	
	
	no, due to its size
	 SYMBOL 183 \f "Symbol" \s 10 \h 
accept the consignment on the basis that it will be inspected at the depot

 SYMBOL 183 \f "Symbol" \s 10 \h 
attach unknown shipper sticker but DO NOT SIGN IT

 SYMBOL 183 \f "Symbol" \s 10 \h 
enter ‘unknown shipper accepted’ on the Pick-up sheet

 SYMBOL 183 \f "Symbol" \s 10 \h 
confirm with the customer that the consignment does not contain illegal or unacceptable goods

· advise the customer that if depot inspection determines that the consignment  is suspect, then the client must collect it from the depot

 SYMBOL 183 \f "Symbol" \s 10 \h 
segregate the consignment in the vehicle

 SYMBOL 183 \f "Symbol" \s 10 \h 
go to step 4.
	


Continued on next page

2.3 Procedure - Driver (Continued)
	

	Step
	Action

	2

cont
	Can the consignment be inspected at this time? (continued)

	
	
	IF...
	THEN...
	

	
	
	no, because the consignment is sealed and the customer will not open it for inspection
	 SYMBOL 183 \f "Symbol" \s 10 \h 
apologise to the customer and explain that the package cannot be accepted.

 SYMBOL 183 \f "Symbol" \s 10 \h 
enter ‘unknown shipper not accepted’ on the Pick-up sheet.

 SYMBOL 183 \f "Symbol" \s 10 \h 
go to step 4.
	

	
	
	yes, and the consignment is open for inspection
	check the contents of the consignment in the presence of the customer.
	

	
	
	yes, although the consignment is closed, the customer is happy to open it
	check the contents of the consignment in the presence of the customer.
	

	
	

	3
	Are the contents acceptable?

	
	
	IF…
	THEN…
	

	
	
	yes
	 SYMBOL 183 \f "Symbol" \s 10 \h 
ensure the description on the consignment note matches the contents

 SYMBOL 183 \f "Symbol" \s 10 \h 
seal the consignment

 SYMBOL 183 \f "Symbol" \s 10 \h 
place an unknown shipper sticker on the piece

 SYMBOL 183 \f "Symbol" \s 10 \h 
sign and print your name on the unknown shipper sticker

 SYMBOL 183 \f "Symbol" \s 10 \h 
complete Pick-up sheet with time and date
	


Continued on next page

2.3  Procedure - Driver (Continued)
	


	Step
	Action

	3

cont
	Are the contents acceptable? (continued)

	
	
	IF...
	THEN...
	

	
	
	no
	 SYMBOL 183 \f "Symbol" \s 10 \h 
apologise to the customer and explain that the package cannot be accepted

 SYMBOL 183 \f "Symbol" \s 10 \h 
inform the customer that our Customer Services staff will make contact.

 SYMBOL 183 \f "Symbol" \s 10 \h 
enter ‘unknown shipper unacceptable’ on the Pick-up sheet.
	

	
	

	4
	Inform your radio dispatcher immediately.

	5
	Complete pick up round, return to depot and follow normal procedures for unloading. Handle unknown shipper consignments as other premium consignments and separate.

	6
	Hand over paperwork at driver debrief and alert check in staff to pieces that have been checked but need to be scanned with the status code UI.

	7
	Follow normal debrief procedure and highlight all unknown shipper consignments. Alert warehouse supervisor to consignments that must be checked.


Continued on next page

2.4  Procedure - Radio Dispatcher
	
	On being informed by the driver that an unknown shipper pick-up has been refused, the radio dispatcher should take the following steps:


	Step
	Action

	1
	Pick up refused:

	
	
	IF…
	THEN…
	

	
	
	the unknown shipper pick-up was not successful
	inform customer service staff of the situation to enable immediate follow-up.
	

	
	 


2.5  Procedure - Debrief Between Driver and Radio Dispatcher

	
	The radio dispatcher passes a list of all unknown shipper consignments to the Check-in counter staff.

The radio dispatcher follows normal procedures with the driver during debrief and for filing the paperwork. 


2.6  Procedure - Customer Service

	
	If customer service staff are alerted by Operations colleagues to a pick-up problem with an unknown shipper then the customer service representative should follow the steps below:


	Step
	Action

	1
	Contact the customer immediately.

	2
	Did the driver reject the consignment because it was sealed?

	
	
	IF…
	THEN…
	

	
	
	yes, but the customer would now be willing to open the consignment if the pick-up is rearranged
	rearrange pick-up.
	

	
	
	no, find out the reason for refusal by the driver 
	contact the customer, apologise and explain why TNT Express cannot collect the consignment. 


	

	
	


Continued on next page

2.7  Procedure - Check in Counter
	
	Check-in counter staff debriefing drivers should follow normal procedures for premium products and the additional steps below depending on whether the consignment has been inspected by the driver.

For a consignment inspected by the driver please perform the additional step below:


	Step
	Action

	1
	Bar code scan the item using status UI


	
	If, for some reason the consignment could not be inspected by the driver at the point of pick up, follow the steps below to verify the contents and scan the consignment:


	Step
	Action

	1
	Check the contents of the piece. (use an x-ray machine if available.)

	2
	Are the contents of the consignment acceptable?

	
	
	IF…
	THEN…
	

	
	
	yes


	 SYMBOL 183 \f "Symbol" \s 10 \h 
ensure the description of the consignment note matches the contents

 SYMBOL 183 \f "Symbol" \s 10 \h 
sign and print your name on the unknown shipper sticker

 SYMBOL 183 \f "Symbol" \s 10 \h 
scan the consignment UI

 SYMBOL 183 \f "Symbol" \s 10 \h 
reseal the consignment with ‘Resealed by Depot’ tape (article no. 73-100 from Euro Supply Centre).
	

	
	
	
	
	

	
	
	no
	 SYMBOL 183 \f "Symbol" \s 10 \h 
alert the warehouse supervisor

 SYMBOL 183 \f "Symbol" \s 10 \h 
place the consignment in the holding area

 SYMBOL 183 \f "Symbol" \s 10 \h 
await instructions from the warehouse supervisor.
	

	
	


Continued on next page

2.8  Procedure - Warehouse Supervisor
	
	When the driver arrives in the warehouse after a pick-up round with unknown shipper consignments that have not been checked, the warehouse supervisor should take the following steps:


	Step
	Action

	1

2
	Receive the reason from the driver for the consignment being unchecked and take corrective action.

Receive the original list of unknown shipper consignments from the radio despatcher and hand to the Check-in counter staff.

	3
	
	IF...
	THEN...
	

	
	
	the Check-in counter staff decide that the contents of a consignment are unacceptable
	 SYMBOL 183 \f "Symbol" \s 10 \h 
contact our Security/Risk Management department for advice on the action to be taken

 SYMBOL 183 \f "Symbol" \s 10 \h  inform customer services staff that the consignment has been inspected in the warehouse, is unacceptable for shipment and should be collected by the customer.
	

	
	


3. Process Flows

	Contents
	On the following pages you will find the process flows for dealing with items despatched by unknown shippers.

The flows are structured to show the procedures for all involved parties and the links between these staff.


	Symbols used
	The following symbols are used in the process flows:
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	Represents an action to be carried out.

Represents a decision. The flow will continue with a ‘Yes’ branch and/or a ‘No’ branch.
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Process Flows (Continued)
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Process Flows (Continued)
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