Aqaba Company for Ports Operation and Management ACPOM

Services Guide

Services provided by the company to its Beneficiaries:-

1) Unloading cargo from ships to dock or loading it from the dock onto the ships (stevedoring).
2) Receiving and storing cargo
3) Delivering and releasing cargo (loading goods from storage locations in the port / yards, warehouses, and sheds).

4) Delivering and releasing cargo (directly loading goods from the ship onto the back of the truck (various goods) from the main port docks and specialized docks)
5) Renting machinery, grain suction devices, cranes, scales, and handling equipment
6) Hiring workers, employees, and divers
7) Providing usable and drinking water to the ship.
8) Providing services for arriving and departing passengers and freight services through the passenger terminal in the port.
Service Card
	Service Name: Unloading cargo from ships to dock or loading it from the dock onto the ships (stevedoring)

	Service Description:  goods unloading from ships to the dock or loading from the dock onto the ship (stevedoring) is carried out, and service fees are fulfilled by the maritime agent in addition to tallying services (tracking).

	Service targeted audience: Shipping agents

	Number of service recipients (transactions/requests) annually and monthly: the average number of transactions is (20,000) transactions annually, and the average number of ships arrived at the port is (2000) ships per year

	Places To Obtain The Service

	Main center: Aqaba Company for Ports Operation and Management

	Alternative locations: none

	Obtaining the service online – mentioning website : partially - www.acpom.com.jo
 

	Requirements For Obtaining The Service

	.1 Terms of obtaining the service : A shipping company official license from the Ministry of Industry Trade & Supply and Aqaba Special Economic Zone Authority also registered in the Shipping Association.

	.2 Documents required to obtain the service:
a. Notification of the ship's arrival is submitted to the advance planning unit in the operations department, which includes the following:
1.
The shipping agent provides an arrival notice to the ship immediately after it leaves the loading port and at least 72 hours before arrival. The arrival notice includes the following data:
 
1.
Ship name and international number (IMO.NO)
 
2.
Shipping Line Name.
 
3.
Nationality of the vessel.
 
4.
Last loading port departed from.
 
5.
Next port of departure after Aqaba Port.
 
6.
Length, width, and displacement of the ship.
 
7.
Current draft upon arrival at Aqaba Port.
 
8.
Type, quantity, weight of the cargo, whether it contains hazardous materials, and whether these goods are destined for Aqaba Port or other ports.
 
9.
Gear type (whether the ship is equipped with cranes, number of cranes, and their capacity), specifications, and location of the ramp if it is a Ro-Ro vessel, along with any other handling equipment on the ship.
2.
The shipping agent determines whether the incoming cargo on the vessel will be unloaded and stored at the port or if it will be directly transported. It's noteworthy that some materials lack storage facilities at the port, such as oil and its derivatives, explosives, grains, and bulk animal feed. 
3.
The shipping agent provides a stowage plan detailing the cargo intended for handling at Aqaba Port (import or export) and its location within the ship's holds. This plan is sent along with the arrival notice.
4.
The shipping agent provides a list of hazardous goods arriving on the vessel, stipulating the requirement to send a Dangerous Cargo Declaration according to IMDG-CODE instructions, along with the vessel's arrival notification.
5.
The shipping agent provides a separate list of the hazardous goods and their classification to the Public Safety Department specialized in hazardous materials, to determine whether it's allowed to store these goods at the port or if they need to be directly transported. 
Noting that some hazardous materials are only allowed to be unloaded from ships at designated berths 
6.
The port's approval must be obtained to bring ships if their measurements are larger or smaller than the usual measurements or if the loads are of a special nature in terms of type, size and weight. 
7.
The operations manager determines the appropriate berth for the ship and the specific time for its entry and departure.
8.
Important note:
The notice shall be submitted to the entity that manages and operates the facility to which management and operation responsibility is transferred.
The shipping agent provides a paper copy of the manifest, containing a detailed list of cargo, to the Operations Department - Receiving and Delivery Section, as well as the Tally Department. Additionally, an electronic computerized copy of the manifest is submitted to the Customs Department in Aqaba through the ASYCUDA system applied by customs. Subsequently, an electronic copy of the manifest is obtained from the Customs Department through the link between the port and customs authorities.


	2. Procedures to obtain the service:
1.
The shipping agent, in coordination with the Operations Department, determines the number of cranes (hands) that will unload the ship’s cargo and determines whether it will be unloaded with its own cranes, rented dock cranes, scoopers, suction cups, or RORO... and depending on the type of goods.
 
2.
The Advance Planning Department informs the relevant departments of this process as follows:
 
 
Receiving Department: To determine where the goods are stored and the sorting clerks.
 
Unloading and Loading Department: To determine the number of cranes (crane operators), dock cranes, or vessels if unloading is at the dock.
 
Inventory Department: To determine the number of inventory clerks to control the number, weight, and condition of the goods.
 
Transportation and Distribution Department: To determine the number of workers on the ship, the dock, and the storage location.
 
Machinery Movement Department: To determine the numbers and types of machinery needed to transport and store the goods according to their type or determine the number of drivers if the load is cars and vehicles (Ro-Ro).
 
Coordination Department: In the case of direct loading
 
Public Safety Department: In case of hazardous cargo
 
Aqaba Marine Services Company provides boats for mooring assistance if operations are to be conducted at the berth. The boats are rented by the agent or concerned party.


	Additionally, the Pratique Committee boards the ship for health clearance, which is detailed as follows: 
1.
Ships are granted freedom of communication with the shore  to enter  the docks and unloading/loading of goods after the Pratique Committee grants them permission. This applies whether the ship is at sea, at the berth, or moored at any of the docks.
2.
The Pratique Committee comprises representatives from Customs, Health Department, Shipping Agent's representative, Maritime Authority and Port Authority, and the Public Safety Department in case of handling hazardous materials.
3.
The Arrival Acknowledgment form is filled out (including the information shown below) and authenticated by the Pratique Officer and the ship's captain.


	DECLARATION
Name of vessel:                                               IMO. NO.
Length Over all:
Nationality:
I.S.P.S.: ISSUE      /     /   Ex     /      /  
Port of Registry:
Fwd. Draft:
Type of Vessel :
Aft. Draft:
Call Sign:
Type of Cargo :
Official No :
Cargo to Load :
Year of Built:
Last Port:
Ex. Name :
Next Port:
Ex. Nationality :
Date Of Tonn. Meas. C

No: of Crew:
Gross register tonnage:                          TONS

Net register tonnage:                             TONS 
Full name & address of owners:
 
Full name & address of charteres

 
Name of agent :
 
Date and Time of Arrival :
Time of Pratique

This is to certify that the above particulars are Correct 
 

Master
 

Signature and stamp
 

Verified by the Pratique Officer
 

Name:


	3. The service workflow sequence, ordered by departments is as follows: Departments within the Operations Division and the Revenue Department in the Financial Division

	4. Service Delivery Monitoring Mechanism:
1.
The shipping agent or the ship's captain provides a cargo stowage plan.
2.
The presence of security committees is required if the goods are hazardous, and storage at the port is not permitted.
3.
The shipping agent submits an online manifest to the customs to be retrieved by the port to document the ship's cargo restrictions
4.
The shipping agent an inventory and sorting list (index) to the receiving department for the sorting and storage of goods in designated locations based on the type of merchandise.
5.
The shipping agent or ship's captain provides a map outlining the goods storage locations on the ship to the ship's tally clerk.
6.
The unloading and storage of the cargo are conducted in coordination with the receiving department under the supervision of the ship's agent representative.
7.
The presence of a representative of the Public Safety Department must be taken into account if the goods are dangerous and are of the types permitted to be stored.


	Time taken to obtain the service: Depending on the type of goods, with no delay in completing the work and providing the service.

	The actual time for each step of obtaining the service: direct with no delay in completion.

	The role of the Public Service Office in providing the service: It doesn't exist, where  the interaction takes place directly between the service recipient and the relevant department

	Required fees: Fees owed for the services provided, according to the company's service fee list, which is a standardized list. (Refer to Annex (1) for the company's service fee list.)

	Service stakeholders

	Stakeholder Name: Customs Authority (Jordan Customs Department and Aqaba Special Economic Zone Customs), Jordan Maritime Authority, Ship's Agent, Aqaba Port Marine Service Company. 

	Stakeholder Role: Primary and Complementary

	Errors and issues may occur during service provision

	1. Issue or Error: Ship's cranes malfunction

	2. Cause of the Issue or Error: Technical malfunction of the ship's cranes during unloading

	3. Recurrence of the Issue: Frequent

	4. Suggested solution for addressing the issue: Requesting shipping companies to communicate with vessel owners to ensure the maintenance of those cranes. Additionally, providing another solution by renting cranes from the port to ensure continuous operations

	1. Issue or Error: Damage to the cargo

	2. Cause of the Issue or Error: Damage or loss of part of the goods, such as items falling during loading, or origin-related defects.

	3. Recurrence of the Issue: Rare 

	4. Suggested solution for addressing the issue: A report on the occurrence of damage will be prepared and submitted by the relevant authorities above mentioned in (Stakeholder’s name), specifying the causes and the party responsible for the damage, through the Port’s Damage Report Committee.

	Methods of submitting a complaint on the level of service provided

	Through the complaints box, direct contact with the responsible service entity, or submitting a written summons to the higher management at the company.

	The process of handling a complaint: 
1. If the complaint is submitted through the complaints box, it is documented and presented to the General Manager for review. Following this, procedures are followed according to specialty, and then a response is provided to the complainant.

2. If the complaint is made through direct contact with the entity responsible for the service, the issue is resolved immediately on-site, to the extent possible.

3. If the complaint is submitted in writing to the senior management of the company, it is officially recorded in the company's records and assigned a reference number. It is then directly forwarded to the General Manager for review or to one of the Assistant General Managers and the legal department. Subsequently, an official letter is directed to the concerned party regarding the complaint. 


Service Card
	Service Name: Receiving and storing cargo 

	Service Description:  Receiving cargo and storing them in designated storage areas within the port

	Service targeted audience: Shipping agents and clearance companies

	Number of service recipients (transactions/requests) annually and monthly: Through shipping documents, with an average of 20,000 transactions annually

	Places To Obtain The Service

	Main center: Aqaba Company for Ports Operation and Management – operations Department - Receiving and Delivery Unit

	Alternative locations: Warehouses and yards of the Aqaba Special Economic Zone / (outside the port campus).

	Obtaining the service online – mentioning the website: partially - www.acpom.com.jo

	Requirements For Obtaining The Service

	1. Terms of obtaining the service:  A shipping company official license from the Ministry of Industry Trade & Supply and Aqaba Special Economic Zone Authority also registered in the Shipping Association

	2. Documents required to obtain the service:  Manifest + Index

	3. Procedures to obtain the service: 

The shipments of cargo and empty containers from ships and scales are sent to their designated storage sites. Goods are sorted based on the documents provided by the ship's agent and received according to the following criteria:
a. Parcels and packages:

1. After unloading the goods at their designated locations, the company sorts them in collaboration with the ship's agent. They organize and receive all the incoming goods based on the index lists, detailing the cargo according to its specifications, trademarks, and quantities in compliance with the competition index. This includes indicating any increase or decrease, along with additional notes for each shipment. The quantities are then enumerated based on the unloading report prepared by the tally clerk and endorsed by the ship's agent. A signed copy of the receiving document (index) is sent to all relevant parties, specifically the Receiving Department, authenticated by the port, customs, and the ship's agent according to the originals.
2. Shipments of packages exceeding (500) sacks per bill of lading or shipments of goods without brands, numbers, or trademarks are received under the supervision of a committee composed of the company, customs authority, and the ship's agent. Quantities are enumerated during unloading, while weights and damages (if any) are recorded upon delivery to the cargo owner or their agent, following the company's protocols. This is conducted by the committee, who sign the customs declaration detailing the delivery method. An annex to the ship's general minutes is created, documenting the delivery method to the importer or their agent. Consideration is given to the nature of the goods and packages intended for storage concerning weather and environmental conditions. 

b. Bulk Materials (Dry, Liquid, and Gaseous)
1. Bulk Materials (Dry): The actual weights of the goods delivered directly from the ship to the truck are relied upon as per the company's protocols. If the entire quantity or a portion is pumped into silos, the readings from the silos' meters are considered. Quantity receipt adjustments are documented by the designated committee and are utilized in explaining customs data and organizing reports and their annexes according to the established procedures.
2. Bulk Materials (Liquid and Gaseous): When unloading liquid (liquid and gaseous) materials and directly delivering them from the ship to carrier tanks or fixed tanks, the meters specifically measuring them are used. However, in the case of directly delivering liquid oils from the ship to carrier tanks, the actual weights are considered based on the actual weight on the company's protocols.
3. In the event of pumping directly from the ship into the importer's specific tanks, an Alleged Report determining the quantity received on the ship and pumped into the importer's specific tanks is relied upon. Based on this, customs data is explained and signed by representatives from the company, the ship's agent, the importer, or their agent. Reports are then organized according to the established procedures.
4. The provisions of this clause apply to exported bulk goods (dry, liquid, or gaseous).
c. Cars and Machinery (RORO) - These are vehicles that move under their own power: Dedicated and equipped storage areas are available for small cars, and other yards for heavy machinery. Where what applies on section (A) regarding parcels and packages also applies on them. Additionally, used cars are received under the Used Vehicles Inspection Committees, while new cars fall under the general receiving category.
d. Transshipment Goods: These are goods, cars, or machinery arriving at the port of Aqaba without being addressed to it. Its unloaded and stored in the port's warehouses and yards with the approval of both customs and the port authorities, handled upon receipt and delivered according to the incoming goods clause regarding fees and procedures. Where it’s stored for a specified period until being re-shipped by the agent to its intended destination.

e. Exported Goods: 

1. Upon exported goods entry, an official document must be provided to the company from the exporting authority and endorsed by the customs authority. These goods are received by the company according to the export receipt document prepared for this purpose, signed by both the company and the exporter or their agent. A copy is attached to the customs declaration another copy is sent to Manifest officer, and a retained copy is kept on-site.

2. In case of a decrease, increase or damage to the exported goods, the incoming goods shall be treated as stated in the instructions, considering replacing the ship’s agent with the exporter of the goods or his agent.
3. A customs declaration must be arranged for the exported goods before shipping them on the vessel, except in exceptional cases following approval from the customs authority.
4. If goods are brought into the port's yards for export, and the exporter or their agent changes the mode of export to maritime and requests their removal from the port, this requires approval from the customs authority. Following payment of the company's service fees, where storage fees are calculated from the first day of their storage in this case.
f. Goods addressed to the Aqaba Special Economic Zone Authority (ASEZA): 

1. Goods addressed to the Aqaba Special Economic Zone Authority (ASEZA) cannot be stored in the port yards except under necessary circumstances and upon the agent's request. this service is offered  if the agent provided a commitment to transport the goods to their destination within a month from the date of their unloading from the ship, with the approval of the Aqaba Special Economic Zone Authority. Additionally, payment of the company's service fees is required.

	The service workflow sequence, ordered by department: Operations Department - Coordination unit - Telecommunications unit - Receiving and Delivery unit

	Service Delivery Monitoring Mechanism: Directly (Ship's Agent - Receiving Officer - Sorting Clerk)

	Time taken to obtain the service: Depending on the type of goods, with no delay in completing the work and providing the service

	The actual time for each step of obtaining the service: direct, with no delay in completion.

	The role of the Public Service Office in providing the service: It doesn't exist, where  the interaction takes place directly between the service recipient and the relevant department

	Required fees: Fees owed for the services provided, according to the company's service fee list, which is a standardized list. (Refer to Annex (1) for the company's service fee list.)

	Service stakeholders

	Stakeholder Name: Customs Authority (Jordan Customs Department and Aqaba Special Economic Zone Customs), Jordan Maritime Authority, Ship's Agent, Protection Club Representative.

	Stakeholder Role: Primary and Complementary

	Errors and issues may occur during service provision

	1. Issue or Error: Damage to the cargo

	2. Cause of the Issue or Error: Damage or loss of part of the goods, such as items falling during loading, or origin-related defects.

	3. Recurrence of the Issue: Rare 

	4. Suggested solution for addressing the issue: A report on the occurrence of damage will be prepared and submitted by the relevant authorities above mentioned in (Stakeholder’s name), specifying the causes and the party responsible for the damage, through the Port’s Damage Report Committee.

	Methods of submitting a complaint on the level of service provided

	Through the complaints box, direct contact with the responsible service entity, or submitting a written summons to the higher management at the company

	The process of handling a complaint: 
1. If the complaint is submitted through the complaints box, it is documented and presented to the General Manager for review. Following this, procedures are followed according to specialty, and then a response is provided to the complainant.

2. If the complaint is made through direct contact with the entity responsible for the service, the issue is resolved immediately on-site, to the extent possible.

3. If the complaint is submitted in writing to the senior management of the company, it is officially recorded in the company's records and assigned a reference number. It is then directly forwarded to the General Manager for review or to one of the Assistant General Managers and the legal department. Subsequently, an official letter is directed to the concerned party regarding the complaint


Service Card
	Service Name: Goods releasing and handing over , (Loading goods from storage sites in the port / yards, warehouses, and sheds)

	Service Description:  Delivering goods to their owners or their agents under the supervision of the relevant authorities

	Service targeted audience: Traders, Clearance Agents, and Shipping Agents.

	Number of service recipients (transactions/requests) annually and monthly: with an average volume of 20,000 shipping bills annually

	Places To Obtain The Service

	Main center: Aqaba Company for Ports Operation and Management

	Alternative locations: none

	Obtaining the service online – through website: partially - www.acpom.com.jo

	Requirements For Obtaining The Service

	1. Terms of obtaining the service : A shipping company official license from the Ministry of Industry Trade & Supply and Aqaba Special Economic Zone Authority also registered in the Shipping Association.

	2. Documents required to obtain the service: The customs declaration, delivery order, bill of lading, and invoices. As for the truck that will carry the goods, the following documents are requested: truck entry permit, driver's license, truck license, loading request form, and the captain's card.

	3. Procedures to obtain the service:
a. The merchant or their agent (clearance company) is required to bring the customs declaration along with its attachments (delivery order, bill of lading, invoices) and refer to the specialized section in the Receiving and Delivery unit within the Operations Department. This is for processing the transaction (customs declaration for the goods), determining their storage locations for inspection by the customs authorities. It's emphasized to return the samples to their shipments in the condition they were in before inspection under the supervision of the company's designated employee, documented on the delivery order. If returning the samples is not feasible, this is documented on the freight bill, and the sample is handed over to the driver, specifying this on the delivery order.
b. Fulfillment of the port service charges, including handling fees on goods and all other charges, are to be paid by the merchant or their agent (clearance company). The storage fees are also payable until the date of loading the goods from the port.
c. The merchant or their agent (clearance company) must liaise with the Vehicle Operations and Transportation departments to book suitable vehicles and workers for loading before the loading shift onto the truck. Otherwise, the port reserves the right not to load the goods. The requesting party will bear the additional costs and pay for the downtime of the vehicles and workers reserved for loading that cargo. This is confirmed by signing additional invoices separate from those verified on the customs statement.
d. The goods owner or their agent (clearance company) arranges for a suitable truck through approved and specialized transport companies for the type of goods intended for loading. The trucks adhere to the approved working shifts within the port.
e. Verification of the driver and truck documents. These documents include the entry permit, licenses, loading request form, and the loading card. These need to be cross-checked before commencing the delivery of the shipment (goods). Ensuring the completion of the transaction in terms of customs procedures on the customs declaration and its attachments, as well as the port procedures regarding fees, is also crucial. This process involves signing and validating them by the relevant department.
f. Everything delivered during the shipment loading (goods) must be secured, and this should be documented on the customs declaration, signed by all parties involved (port personnel, ship agent, merchant's agent, customs).

g. A loading document (loading bond) is prepared by the merchant's agent (clearance company) containing all the goods details, the merchant's address, the destination, truck information, and the goods' condition. It's signed by the truck driver as a confirmation of receipt and authorized by the port employee.
h. The port's responsibility for the goods ends upon their loading onto the truck.
i. Truck drivers are required to properly secure their truck in the designated area before leaving the port, following the provided instructions.
j. The truck is allowed to leave the company premises after presenting the loading document (loading bond) authenticated with the cargo details. The contents of the loading document are recorded in the exit log, and a copy of the loading bond is kept in the committee's department. Verification is carried out by the security checkpoint at the gates, and then the truck is permitted to exit the port

	4. service workflow sequence, ordered by departments: Receiving and Delivery Unit, Machinery Movement Unit, Transportation and Distribution Unit, Coordination Unit within the Operations Department, and the Revenue unit under the Finance department.

	5. Service Delivery Monitoring Mechanism: Directly (Direct interaction)

	6. Time taken to obtain the service: Depending on the type of goods, with no delay in completing the work and providing the service

	7. The actual time for each step of obtaining the service: direct with no delay in completion.

	8. The role of the Public Service Office in providing the service: It doesn't exist, where the interaction takes place directly between the service recipient and the relevant department

	9. Required fees: Fees owed for the services provided, according to the company's service fee list, which is a standardized list.

	Service stakeholders

	Stakeholder Name: The Customs Authority (Jordan Customs Department and Aqaba Customs), the ship's agent, the cargo owner or their clearing agent, the shipping company, and the transportation companies

	Stakeholder Role: Primary and Complementary

	Errors and issues may occur during service provision

	1. Issue or Error: Delay in trucks arriving at the loading site and the mismatch between the truck type and the loading pattern (cargo).

	2. Cause of the Issue or Error: The lack of coordination between the merchant's agent (clearance company) and the transportation companies

	3. Recurrence of the Issue: Rare

	4. Suggested solution for addressing the issue: Enforcing transportation companies to provide trucks within their specified schedules.

	Methods of submitting a complaint on the level of service provided

	Through the complaints box, direct contact with the responsible service entity, or submitting a written summons to the higher management at the port.

	The process of handling a complaint: 
1. If the complaint is submitted through the complaints box, it is documented and presented to the General Manager for review. Following this, procedures are followed according to specialty, and then a response is provided to the complainant.

2. If the complaint is made through direct contact with the entity responsible for the service, the issue is resolved immediately on-site, to the extent possible.

3. If the complaint is submitted in writing to the senior management of the company, it is officially recorded in the company's records and assigned a reference number. It is then directly forwarded to the General Manager for review or to one of the Assistant General Managers and the legal department. Subsequently, an official letter is directed to the concerned party regarding the complaint.


Service Card
	Service Name: Delivery and release of goods (direct loading of various goods from the ship onto the back of the truck at the main port docks and specialized berths)

	Service Description:  Delivering goods to their owners or their agents directly from the ship onto the trucks without passing through a storage phase in the port from the main port docks. These docks have a daily work statement, which is a detailed report containing information about the ship's manifest including the quantity, weight, brands of goods, number of workers on the ship, other staff, and machinery. It lists the quantities and weights of unloaded or loaded goods in each work shift, noting any breakdowns that occur, for which service fees are levied (stevedoring fees). There are specific goods and materials, such as phosphate, fertilizers, crude oil and its derivatives, vegetable oils, and bulk cement, that are loaded or unloaded from specialized berths and do not have a daily work statement.

	Service targeted audience: Traders, Clearance Agents, and Shipping Agents.

	Number of service recipients (transactions/requests) annually and monthly: with an average volume of 20,000 shipping bills annually

	Places To Obtain The Service

	Main center: Aqaba Company for Ports Operation and Management

	Alternative locations: none

	Obtaining the service online – through website : partially - www.acpom.com.jo

	Requirements For Obtaining The Service

	1. Terms of obtaining the service : official license from the Ministry of Industry Trade & Supply and Aqaba Special Economic Zone Authority as a clearance company, merchant, or shipping company.

	2. Documents required to obtain the service: The customs declaration, delivery order, shipping bill, and invoices. As for the trucks carrying the goods, its required to provide the following documents: truck entry permit, driver's license and truck license, loading request form, and the weighbridge ID card.

	10. Procedures to obtain the service:
a. The merchant or their agent is required to bring the customs declaration.
b. The merchant’s agent shall refer to the Receiving and Delivery unit in the Operations Department to obtain approval for direct loading, ensuring the fulfillment of handling service charges as per the Port Services Fee Schedule. This is for unloading the goods directly from the ship onto the trucks.
c. The merchant or their agent (clearance company) should bring the customs declaration along with its attachments (delivery order, bill of lading, invoices) and proceed to the relevant department within the Receiving and Delivery unit at the Operations Department to complete the transaction procedures (customs declaration for the goods).
d. Fulfillment of port service fees, including handling fees for the goods and any other applicable charges, is required from the merchant or their agent (clearance company).
e. The merchant or their agent (clearing company) should coordinate with the ship's agent to determine the working hands needed on the ship for direct loading. They should also liaise with the coordination unit in the operations department to arrange truck entries as needed to avoid any confusion or crisis within the port due to trucks waiting without loading. In case of any malfunction occurring with the ship's working hands due to a technical fault in the ship's mechanisms, insufficient trucks, or interruption in their arrival, compensation for downtime should be calculated and documented by the tally clerk (inventory unit) in the operations department on the daily work statement. This statement is submitted to the inventory unit for verification and electronic input into the financial department for assessing the resulting breakdowns. Compensation for such breakdowns is covered by the ship's agent. If it's proven that these breakdowns occurred due to the carrier, the compensation is arranged through the shipping agent, who is responsible for those breakdowns.
f. The owner of the merchandise or their agent (clearance company) arranges for the provision of a suitable truck through specialized and authorized transportation companies for the type of goods intended to be loaded. The trucks enter according to the approved work shifts at the port.
g. Verify the driver and truck documents, which include entry permits, licenses, loading request forms, and the driver's card. Ensure their compliance before commencing the delivery of the shipment (goods) and confirm the completion of the transaction in terms of customs procedures on the customs declaration and its attachments. Additionally, verify the port procedures regarding fees, sign off on them, and submit them to the relevant authorities.

h. It is necessary to record and secure the items being delivered during the loading of the shipment (goods) and detail them in the customs declaration, signed by all parties involved (port employee, ship agent, merchant's agent, customs).
i. The merchant's agent (clearance company) is responsible for preparing the transportation document (loading receipt), containing all details about the goods, the truck, and the condition of the goods. It is signed by the truck driver as an acknowledgment of receipt and authenticated by the port employee.
j. The port's responsibility for the goods ends upon their loading onto the truck.

k. Truck drivers are required to properly secure their truck in the designated area before leaving the port, following the provided instructions.

l. The truck is allowed to leave the company premises after presenting the loading document (loading bond) authenticated with the cargo details. The contents of the loading document are recorded in the exit log, and a copy of the loading bond is kept in the committee's department. Verification is carried out by the security checkpoint at the gates, and then the truck is permitted to exit the port

	11. Service workflow sequence, ordered by departments: Receiving and Delivery Department, Inventory Department, Transportation and Distribution Department, Coordination Unit - Operations Department, Revenue Unit under the Financial Department

	12. Service Delivery Monitoring Mechanism: Directly (Direct interaction)

	13. Time taken to obtain the service: Depending on the type of goods, with no delay in completing the work and providing the service

	14. The actual time for each step of obtaining the service: direct with no delay in completion.

	15. The role of the Public Service Office in providing the service: It doesn't exist, where the interaction takes place directly between the service recipient and the relevant department

	16. Required fees: Fees owed for the services provided, according to the company's service fee list, which is a standardized list.

	Service stakeholders

	Stakeholder Name: The Customs Authority (Jordan Customs Department and Aqaba Customs), the ship's agent, the cargo owner or their clearing agent, the shipping company, and the transportation companies

	Stakeholder Role: Primary and Complementary

	Errors And Issues May Occur During Service Provision

	1. Issue or Error: Delay in trucks arriving at the loading site and the mismatch between the truck type and the loading pattern (cargo).

	2. Cause of the Issue or Error: The lack of coordination between the merchant's agent (clearance company) and the transportation companies

	3. Recurrence of the Issue: Rare

	4. Suggested solution for addressing the issue: Enforcing transportation companies to provide trucks within their specified schedules.

	Methods of Submitting a Complaint on the Level of Service Provided

	Through the complaints box, direct contact with the responsible service entity, or submitting a written summons to the higher management at the port.

	The process of handling a complaint: 
1. If the complaint is submitted through the complaints box, it is documented and presented to the General Manager for review. Following this, procedures are followed according to specialty, and then a response is provided to the complainant.

2. If the complaint is made through direct contact with the entity responsible for the service, the issue is resolved immediately on-site, to the extent possible.
3. If the complaint is submitted in writing to the senior management of the company, it is officially recorded in the company's records and assigned a reference number. It is then directly forwarded to the General Manager for review or to one of the Assistant General Managers and the legal department. Subsequently, an official letter is directed to the concerned party regarding the complaint. 


Service Card
	Service Name: Renting vehicles, grain augers, threshers, scales, and handling equipment.

	Service Description:  Renting vehicles, grain augers, threshers, scales, and handling equipment from the port to shipping agents and clearance companies

	Service targeted audience: Traders, Clearance Agents, and Shipping Agents

	Number of service recipients (transactions/requests) annually and monthly: According to the needs and nature of the work intended to be accomplished

	Places To Obtain The Service

	Main center: Aqaba Company for Ports Operation and Management

	Alternative locations: none

	Obtaining the service online – through website : partially - www.acpom.com.jo

	Requirements For Obtaining The Service

	1. Terms of obtaining the service : official license from the Ministry of Industry Trade & Supply and Aqaba Special Economic Zone Authority as a clearance company, or merchant, or shipping company.

	2. Documents required to obtain the service: Submitting a request from the shipping agent or the clearance company

	3. Procedures to obtain the service:
a. The merchant's agent or the shipping agent submits an official request outlining the specifications of the machinery or equipment needed to the Operations Manager (Traffic Movement unit, Unloading and Loading unit) to obtain this service.
b. The Traffic Movement Unit or the Unloading and Loading Unit prepares an invoice for service fees based on the service fee schedule at the port, which is electronically reflected in the Revenue Unit within the Financial Department.
c. The Traffic Movement Unit or the Unloading Unit prepares the required machinery and equipment to accomplish the task. Note: The available machinery and equipment at the port include:
· Forklifts with a load capacity of (3 - 33) tons.

· Wire cranes with a capacity of (30 - 120) tons.

· Mobile cranes with a capacity of up to (100) tons.

· Towing tractors with a capacity of up to (40) tons.

· Tow master for cargo handling with a capacity of (60 - 110) tons.

· Loading dump trucks with a capacity of (8 - 16) cubic meters.

· Diesel tank with a capacity of (8000 liters).

· Truck trailers with a capacity of up to (27) tons.

· Cargo carriers with a capacity ranging from (60 - 100) tons (20-60) feet.

· Container handlers with a load capacity of (30 - 45) tons, and roll sheet handlers with a capacity of (33) tons.

· Scales, totaling (12), with a capacity of (300 - 450) tons.

· Sifters available in various sizes.

· Handling equipment (scrapers, cables, nets, grabs) with a lifting capacity of up to (100) tons suitable for all loads.

	4. Service workflow sequence, ordered by departments: Traffic Movement Unit, Unloading and Loading Unit - Operations Department, and the Revenue Unit under the Financial Department

	5. Service Delivery Monitoring Mechanism: Directly (Direct interaction)

	6. Time taken to obtain the service: Depending on the type of goods, with no delay in completing the work and providing the service

	7. The actual time for each step of obtaining the service: direct with no delay in completion

	8. The role of the Public Service Office in providing the service: It doesn't exist, where the interaction takes place directly between the service recipient and the relevant department

	9. Required fees: Fees owed for the services provided, according to the company's service fee list, which is a standardized list.

	Service stakeholders

	Stakeholder Name: ship's agent, the cargo owner or their clearing agent 

	Stakeholder Role: Primary and Complementary

	Errors And Issues May Occur During Service Provision

	1. Issue or Error: Not choosing the appropriate machinery for the loading or unloading method

	2. Cause of the Issue or Error: providing unclear or inaccurate information in the request submitted by the shipping or clearance company

	3. Recurrence of the Issue: Rare

	4. Suggested solution for addressing the issue: Goods to be handled must be physically inspected in terms of size and weight

	Methods of Submitting a Complaint on the Level of Service Provided

	Through the complaints box, direct contact with the responsible service entity, or submitting a written summons to the higher management at the port.

	The process of handling a complaint: 
1. If the complaint is submitted through the complaints box, it is documented and presented to the General Manager for review. Following this, procedures are followed according to specialty, and then a response is provided to the complainant.

2. If the complaint is made through direct contact with the entity responsible for the service, the issue is resolved immediately on-site, to the extent possible.
3. If the complaint is submitted in writing to the senior management of the company, it is officially recorded in the company's records and assigned a reference number. It is then directly forwarded to the General Manager for review or to one of the Assistant General Managers and the legal department. Subsequently, an official letter is directed to the concerned party regarding the complaint. 


	Service Card
اسم الخدمة: تأجير العمال والموظفين والغطاسين 

	Service Name: Renting laborers, employees, and divers

	Service Description:  Renting laborers, employees, and divers to shipping agents and clearance companies

	Service targeted audience: Shipping Agents and Clearance Agents

	Number of service recipients (transactions/requests) annually and monthly: According to the needs and nature of the work intended to be accomplished

	Places To Obtain The Service

	Main center: Aqaba Company for Ports Operation and Management

	Alternative locations: none

	Obtaining the service online – through website : partially - www.acpom.com.jo

	Requirements For Obtaining The Service

	1. Terms of obtaining the service : official license from the Ministry of Industry Trade & Supply and Aqaba Special Economic Zone Authority as a clearance company, merchant, or shipping company.

	2. Documents required to obtain the service: Submitting a request from the shipping agent or the clearance company

	3. Procedures to obtain the service:
a. The merchant's agent or the shipping agent submits an official request outlining the number of laborers, employees, and divers required, submitted to the Operations Manager (Unloading and Loading Unit, Transportation and Distribution Unit , Inventory Unit) to obtain this service.
b. The Unloading and Loading Unit, Transportation and Distribution Unit, or Inventory Unit organizes an invoice for service fees according to the service fee schedule at the port, which is electronically reflected in the Revenue Unit within the Financial Department.
c. The department responsible secures the necessary and required number of laborers, employees, or divers to carry out the work. Note: The employees, laborers, and divers secured for the job include:

· Team laborers

· Inventory clerks (tally clerks).
· Divers

	4. Service workflow sequence, ordered by departments: The Inventory Unit , Transportation and Distribution Unit, Unloading and Loading unit - Operations Department , and the Revenue Unit under the Financial Department

	5. Service Delivery Monitoring Mechanism: Directly (Direct interaction)

	6. Time taken to obtain the service: Depending on the type of goods, with no delay in completing the work and providing the service

	7. The actual time for each step of obtaining the service: direct with no delay in completion

	8. The role of the Public Service Office in providing the service: It doesn't exist, where the interaction takes place directly between the service recipient and the relevant department

	9. Required fees: Fees owed for the services provided, according to the company's service fee list, which is a standardized list.

	Service stakeholders

	Stakeholder Name: ship's agent, the cargo owner, or their clearing agent 

	Stakeholder Role: Primary and Complementary

	Errors And Issues May Occur During Service Provision

	1. Issue or Error: workers Injuries sustained at the workplace

	2. Cause of the Issue or Error: The ship's non-compliance with general safety conditions and necessary guidelines, as well as workers not adhering to general safety tools.

	3. Recurrence of the Issue: Rare

	4. Suggested solution for addressing the issue: The ship must be compelled to adhere to general safety conditions and necessary guidelines before workers embark on it. Additionally, workers must be obliged to follow issued instructions and wear their respective general safety equipment

	Methods of Submitting a Complaint on the Level of Service Provided

	Through the complaints box, direct contact with the responsible service entity, or submitting a written summons to the higher management at the port.

	The process of handling a complaint: 
1. If the complaint is submitted through the complaints box, it is documented and presented to the General Manager for review. Following this, procedures are followed according to specialty, and then a response is provided to the complainant.

2. If the complaint is made through direct contact with the entity responsible for the service, the issue is resolved immediately on-site, to the extent possible.
3. If the complaint is submitted in writing to the senior management of the company, it is officially recorded in the company's records and assigned a reference number. It is then directly forwarded to the General Manager for review or to one of the Assistant General Managers and the legal department. Subsequently, an official letter is directed to the concerned party regarding the complaint. 


Service Card
	Service Name: Providing potable and usable water for ship.

	Service Description: Providing potable and usable water directly to the ship that is anchored and lined up on the port’s berths, through equipped water supply points on the berths according to international standards.

	Service targeted audience: Shipping Agents

	Number of service recipients (transactions/requests) annually and monthly: Most of the ships that dock at the port

	Places To Obtain The Service

	Main center: Aqaba Company for Ports Operation and Management

	Alternative locations: none

	Obtaining the service online – through website : partially - www.acpom.com.jo

	Requirements For Obtaining The Service

	1. Terms of obtaining the service: official license from the Ministry of Industry Trade & Supply and Aqaba Special Economic Zone Authority as a clearance company, or merchant, or shipping company.

	2. Documents required to obtain the service: Submitting a request from the shipping agent or the clearance company

	3. Procedures to obtain the service:
a. The merchant's agent or the shipping agent submits an official request outlining the required quantity of water for the ship to the Operations Manager (Inventory Unit) in the Operations Department to obtain this service.
b. The Inventory Unit, through the Water Division, supplies the ship with the requested quantity, then organizes an invoice for service fees based on the service fee schedule at the port, which is electronically reflected in the Revenue Unit within the Financial department.

	4. Service workflow sequence, ordered by departments: (Operations Department - Inventory unit - Coordination Unit), and the Revenue unit under the Financial Department

	5. Service Delivery Monitoring Mechanism: Directly (Direct interaction)

	6. Time taken to obtain the service: Depending on the type of goods, with no delay in completing the work and providing the service

	7. The actual time for each step of obtaining the service: direct with no delay in completion

	8. The role of the Public Service Office in providing the service: It doesn't exist, where the interaction takes place directly between the service recipient and the relevant department

	9. Required fees: Fees owed for the services provided, according to the company's service fee list, which is a standardized list.

	Service stakeholders

	Stakeholder Name: ship's agent

	Stakeholder Role: Primary and Complementary

	Errors And Issues May Occur During Service Provision

	1. المشكلة أو الخطأ: ضعف ضغط خط المياه الذي يزود السفينة.

	1. Issue or Error: The low pressure in the water line supplying the ship

	2. Cause of the Issue or Error: Weak water pressure supplied to the ship from Aqaba water lines

	3. Recurrence of the Issue: Frequent

	4. Suggested solution for addressing the issue: The ships are supplied with water by tankers from outside the port upon the shipping agent request. Its proposed to solve the problem by finding an appropriate mechanism through coordination with the Aqaba Water Company to maintain a constant pressure for the water pipes arriving to the port. 

	Methods of Submitting a Complaint on the Level of Service Provided

	Through the complaints box, direct contact with the responsible service entity, or submitting a written summons to the higher management at the port.

	The process of handling a complaint: 
1. If the complaint is submitted through the complaints box, it is documented and presented to the General Manager for review. Following this, procedures are followed according to specialty, and then a response is provided to the complainant.

2. If the complaint is made through direct contact with the entity responsible for the service, the issue is resolved immediately on-site, to the extent possible.
3. If the complaint is submitted in writing to the senior management of the company, it is officially recorded in the company's records and assigned a reference number. It is then directly forwarded to the General Manager for review or to one of the Assistant General Managers and the legal department. Subsequently, an official letter is directed to the concerned party regarding the complaint. 


Service Card
	Service Name: Providing services for arriving and departing passengers, as well as shipping services, through the passenger terminal at the port.

	Service Description: Offering services to arriving and departing passengers, in addition to cargo shipping services via transit trucks, trailers, and refrigerated units

	Service targeted audience: Arab Bridge Maritime, Shipping Agents, and Clearance Agents

	Number of service recipients (transactions/requests) annually and monthly:  all the ships that dock at the port

	Places To Obtain The Service

	Main center: Aqaba Company for Ports Operation and Management

	Alternative locations: none

	Obtaining the service online – through website : partially - www.acpom.com.jo

	Requirements For Obtaining The Service

	1. Terms of obtaining the service : official license from the Ministry of Industry Trade & Supply and Aqaba Special Economic Zone Authority as a clearance company, or merchant, or shipping company.

	2. Documents required to obtain the service:

a. Ship arrival notice
b. Ship's manifest, which includes the number of passengers, trucks, and small cars arriving or departing on board the vessel, along with all details about incoming and outgoing goods

	3. Procedures to obtain the service:
a. The maritime agent (Arab Bridge Maritime) coordinates with the Passenger Terminal Management to devise a plan for unloading and storing goods or passengers, prioritizing the unloading, or loading sequence on the ship's deck.
b. The maritime agent coordinates with the security authorities to arrange the necessary procedures for the departing or arriving passengers' flow in the reception halls.
c. Aqaba Special Economic Zone Customs inspects and examines passengers' luggage.

d. Coordinating with passenger transport companies through the Arab Bridge Maritime and the Passenger Terminal Management to ensure the passengers' transportation after completing all necessary procedures.

	4. Service workflow sequence, ordered by departments:  The Passenger Terminal Department, Arab Bridge Maritime Company, Security Authorities, Clearance Companies, Passenger Transport Companies, Aqaba Special Economic Zone Customs, and the Revenue Unit under the Financial Department

	5. Service Delivery Monitoring Mechanism: Directly (Direct interaction)

	6. Time taken to obtain the service: Depending on the type of goods, with no delay in completing the work and providing the service

	7. The actual time for each step of obtaining the service: direct with no delay in completion

	8. The role of the Public Service Office in providing the service: It doesn't exist, where the interaction takes place directly between the service recipient and the relevant department

	9. Required fees: Fees owed for the services provided, according to the company's service fee list, which is a standardized list.

	Service stakeholders

	Stakeholder Name: Arab Bridge Maritime Company, Security Authorities, Clearance Companies, Passenger Transport Companies, Aqaba Special Economic Zone Customs

	Stakeholder Role: Primary and Complementary

	Errors And Issues May Occur During Service Provision

	1. Issue or Error: Passenger and truck overcrowding during peak seasons (Umrah days, Hajj days, summer holidays

	2. Cause of the Issue or Error: Insufficient accommodation and waiting areas, along with passenger ships shortage.

	3. Recurrence of the Issue: Frequent

	4. Suggested solution for addressing the issue: Providing equipped accommodation and waiting areas with all necessary traveler services, and increasing or renting additional ships during peak seasons

	Methods of Submitting a Complaint on the Level of Service Provided

	Through the complaints box, direct contact with the responsible service entity, or submitting a written summons to the higher management at the port.

	The process of handling a complaint: 
1. If the complaint is submitted through the complaints box, it is documented and presented to the General Manager for review. Following this, procedures are followed according to specialty, and then a response is provided to the complainant.

2. If the complaint is made through direct contact with the entity responsible for the service, the issue is resolved immediately on-site, to the extent possible.
3. If the complaint is submitted in writing to the senior management of the company, it is officially recorded in the company's records and assigned a reference number. It is then directly forwarded to the General Manager for review or to one of the Assistant General Managers and the legal department. Subsequently, an official letter is directed to the concerned party regarding the complaint. 
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