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PURPOSE
 To retrieve the records / documents requested by customers within TAT and supply as

per customer order.

 To provide all the information asked for by the customer as per their request, in time.

 Send MIS reports as per the requests from Internal and External customers.

 To provide information to billing section.  

SCOPE
This process will be closely monitored and followed at all the warehouses across India.  Branch
Manager / Warehouse Supervisor will be responsible for timely retrieval of documents and to
follow the process.

REFERENCE
 Job card for retrievals (Various) Form No.
 Receipt of document form…. ROD 010
 Delivery tickets forms

RESPONSIBILITY
The branch manager is  the owner of  the retrieval  process at  OEC Records Center.  He must
ensure that 100% retrievals are done within the TAT for all the retrieval requests. Also, he is
responsible for the safety of records and staff involved in this process.

PROCEDURE / DESCRIPTION OF ACTIVITIES

The following steps are included in retrieval process:

 Email is received from the authorised client requesting for retrieval of records in
standard retrieval request form at the designated email id.

 Customer service team verifies the authorisation.

 Prior  cost  approval  needs to be taken if  any  special  (other  than standard  or
routine) retrievals to be carried out for expenses like OT, Sunday workings, Staff
Conveyance,  Food etc..  Also consider expenses like  taxi  /  any  other  mode of
transport to deliver the documents.

 Segregation of retrieval list is done based on the urgency of documents as per
TAT and shared with the deputed team at the warehouse.  

 Upon  confirmation  of  authorisation,  work  order  is  created  by  the  customer
service team and the details are shared with the client. 
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 Deputed  retrieval  team  at  respective  OEC  Records  center  retrieves  the
files/documents  and handover  the  same to  warehouse supervisor  for  further
process.

 Warehouse  supervisor  does  the  warehouse  confirmation,  segregate  the
files/documents and hands over the same to the dispatch team for delivery and
also shares the CNT number with the dispatch team.

 In  case  of  retrieval  request  for  original  files/documents  based  on  the  CNT
number, dispatch team does the Quality Check and prints the delivery ticket. 

 In case of scanned documents, the dispatch team shares the scanned documents
with the client, as per agreed process with the client, prints the delivery ticket
and does the refiling process.

 Print delivery ticket to close the work order.

 In case of bulk retrieval / project cases, share the MIS with billing team.  
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Retrieval Process Responsibility

Start

Receive the request from the clientEmail

Verify Request.
- Request received from Authorised Person
- Request is in correct format / no missing 

information

Is the Request Ok

Inform the client via email 
on the need for approval 
from Authorised persons/

Require the request in 
the prescribed format/
with all the information

Receive approval email/
fresh request in correct 

format

Extract File related information from client request 
into a 

1. Retrieval Upload file – Normal
2. Retrieval Upload file – Special

(Depending on whether it a file level retrieval or a 
cheque retrieval)

No

Yes

Send an acknowledgement mail to Requestor and 
Approver mentioning work order No. and details 

of request as per standard template.

Client

Customer Service 
Executive

Customer Service 
Executive

Customer Service 
Executive

Customer Service 
Executive

Customer Service 
Executive

X1

Work order
 Created

 for all files

Create workorder in the system/Upload the 
Retrieval Upload file in the system

Yes

NoA to G
Process

Customer Service 
Executive

If customer wants special delivery to be made or the requested 
file/box quantity requires use of taxi/any other extra mode of 
transport or extended working hours/working on holidays and 
Sunday¶s in such cases obtain prior cost (including incidental 

expenses like OT, Staff Conveyance, Food etc if any) approval 
from the client.

Customer Service 
Executive
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Retrieval Process Responsibility

X1

Check the system every 15 mins for new Work 
Orders to be actioned

Review the priority of Work Order (Normal/Urgent/
Emergency)

Give priority to requests in following order
1. Emergency

2. Urgent
3. Normal

Assign the Work Order to a Supervisor in the 
system / Select 

A) µAndroid´ Option in case of µScan¶type of 
request,

B) µNormal¶in case of µcopy¶or µOriginal¶type of 
request,

Mark in the system, files that are stored in the 
Supervisor¶s location / Print a Retrieval Job Card 

from the System

Handover Retrieval Job Card to Warehouse 
Assistant

X2

Warehouse 
Supervisor

Warehouse 
Supervisor

Warehouse 
Supervisor

Warehouse 
Supervisor

Warehouse 
Supervisor

Warehouse 
Supervisor

If previous days 
Emergency & Urgent 
Retrieval are done?

Inform the Local CS team to 
change the Retrieval type with 

CC to BM & CCS Team on mail 

Local CS team will change 
Retrieval type and share new 
work order with customer as 
well as local operation team

No

Yes
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Retrieval Process Responsibility

X2

Docs to be 
Scanned

Check No. of Pages

>15 Pages

Retrieve the document and 
bring it to the warehouse 

Supervisor

Y

No

Yes

X4

Warehouse confirmation done 
by scanning barcode in the 

system

All Ok

No

Yes

Refile Process

X3

Warehouse Asst.

Warehouse Asst.

Yes

No

Warehouse Asst.

Warehouse Asst.

Warehouse 
Supervisor

Warehouse 
Supervisor

Pre Activity (Stapling, Destapling, check for to 
done for the documents and prepare the set of 

document for scanning

Scanning Asst/ 
Prep-Dep Team
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Retrieval Process Responsibility

X3

Scan the document 
& do 

QC of scanned document (Readable, Crop etc)

Warehouse 
Supervisor

Save the scanned image in the shared folder 
provided in the server

Warehouse 
Supervisor

Send images to requestor Via Email, SFTP, DVD 
as per customer requirement. Send an email to 

the requestor for confirmation on the receipt of the 
image

Upload images in the System to check the count 
of pages scanned. 

Despatch Team

Warehouse 
Supervisor

Scanning Asst
DP (De-pinning) activity, Stapling of documents 
and filing the documents in the respective file. 

Click µPrint¶tab of Delivery ticket to close the work 
order in the system

At EOD (End of the Day) close Job Card in the 
System

End

Dispatch Team

Dispatch Team

Scanning 
Supervisor

Verify the count of boxes and files before handing 
over to the warehouse supervisor

Handover the boxes to the warehouse supervisor 
for storage

Scanning 
Supervisor

Verify whether the scanned images are as per the 
requirement of the customer

Despatch Team

Is it Ok

No

Yes

Share Billing MIS on monthly basis to accounts 
Department

Customer Service 
Executive

Despatch Team
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Retrieval Process Responsibility

X4

Retrieve documents and bring 
to the Supervisor

Warehouse Confirmation to be 
done by scanning each 
barcode in the system

Whether all 
files are correctly 

retrieved?

No

Yes

Refile Process

If request 
for original forms/

files

No

X6

Read and save all file / document 
barcodes in the system against to the 

workorder

Select original document in the 
system and generate CNT 

number

X7

Warehouse Asst

Warehouse 
Supervisor

Warehouse Asst

Warehouse Asst

Warehouse Asst

Warehouse 
Supervisor

Despatch Team

Despatch Team

Yes

Is there any additional 
activity to be carried out before 

sending the original out like 
photocopy/scanning?

As per the client requirement keep 
scan/photocopy of the original 

document , rename the same as per 
barcode & save the images in our 

server/ keep the photocopy in 
parent box.

 

No

Yes

Handover original document/
file to dispatch team
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Retrieval Process Responsibility

X7

Read all forms/files in QC(Quality 
Check)

Print 3 Delivery Tickets, put all the 
forms/files along with delivery ticket 

in the carton and handover to 
logistics team

Check number of files against CNT 
and segregate as per schedule

Dispatch to respective client 
location.

Courier

Yes

No

Dispatch Team

Logistics Team

Logistics/Dispatch 
Team

Logistics/Dispatch 
Team

Dispatch Team

End

Logistics Team

Logistics team to share the POD 
number with CS Team and CS team 
will share courier details with client.

Logistics team handover signed and 
stamped delivery tickets to scanning team 

for scanning purpose.

Handover original forms/files to delivery 
contact person and take Name, Sign, Date 

and Stamp of the receiver on Delivery 
Ticket.

Scanning team scan the delivery ticket and 
upload images in DMS and hardcopy 
handover to logistics team for storage 

purpose.

No

Logistics team verify signed and stamped 
delivery tickets add billing detail in system 

and close the workorder.

Logistics/Dispatch 
Team

Logistics/Dispatch 
Team

Scanning 
Supervisor/

Logistics Team
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Retrieval Process Responsibility

X6

Document and 
files are found 

OK

Refile Process

No

Yes

After warehouse confirmation 
handover the Files / 

Document / Box to query team

Read the files in system & 
handover files to Photocopy 

team

Photocopy the files/selected 
documents

Handover photocopy to query 
team with original file

Read all files with barcode & 
enter the page count in the 

system

Print 3 delivery tickets and 
generate CNT

Put the photocopy documents 
in client specific packets

Handover Original files to IN-
Out team for refiling in parent 

box

X8

Warehouse Asst

Warehouse 
Supervisor

Ops. Query Team

Photocopy Team

Photocopy Team

Query Team

Dispatch Team

Dispatch Team

Query Team
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Retrieval Process Responsibility

X8

Handover the packets to 
logistics team along with 

proper address

Check address/mode of 
transport, segregate the 

packets & dispatch through 
Van or courier

Send through 
Courier

No

Yes

To share the POD number/delivery 
details with CS Team and to update 

courier charges in the system

To share the POD number/ delivery 
details with the Client

End

Dispatch to respective Client 
through hand delivery/van delivery

Customer Service 
Executive

Logistics Team

Logistics Team

Logistics Team

Dispatch Team

Obtain acknowledgement on 
delivery ticket from customer and 

handover to Logistics Head
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Retrieval Process Responsibility

Y

Take Snapshot or Picture of the documents 
through mobile and place the documents 

back in the carton

Handover the Mobile phone to the 
Warehouse Supervisor

Mark Retrieval of documents in system as 
confirmed

Do QC (Readable, Crop blank pages) and 
Upload images in the System

Send Images to requestor as per scope

Print Delivery Tickets in the System

Close work order in the System

End

Warehouse Asst

Warehouse Asst

Warehouse 
Supervisor

Warehouse 
Supervisor

Dispatch Team

Dispatch Team

Dispatch Team
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File Out Process Responsibility

A

Inform to the client via email 
and share file out history in 
standard format (Tobass)

Customer informs that the said 
file is return back to OEC

Inform respective warehouse 
supervisor to check in Refile 

box or parent box

Share file/box barcode with 
warehouse asst

File to be searched in the 
system or in refile box

End

Customer Service 
Executive

Client

Customer Service 
Executive

Warehouse 
Supervisor

Warehouse 
Supervisor

Warehouse Asst.Follow Refile Process
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Refile Process Responsibility

B

Inform respective warehouse 
supervisor to do the refile on 

priority

Warehouse supervisor share 
details with operation team

File search in Refile Boxes
1. Do the logistics entry
2. Do the warehouse confirmation
3. Read under temporary location (Refile Hold)
4. Upload data in Refile module in system

Inform to warehouse supervisor

Verify in system and inform to 
CS team to create workorder

CS team follow the Retrieval 
Process

End

Customer Service 
Executive

Warehouse 
Supervisor

Warehouse Asst.

Warehouse Asst.

Warehouse 
Supervisor

Customer Service 
Executive
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Registration Not Done Process Responsibility

C

Inform to L.P.C.team & provide 
client name, department, file 

barcode & box barcode

On the basis of provided 
details & find out pickup no & 

date of pickup

Share box barcode & file barcode 
details & inform to registration team

Search the box, read box barcode, box 
location & all files through top gun

Registration data upload in 
system and inform to 
warehouse supervisor

Verify the same in system and 
share this information to 

L.P.C.team

END

File Found

Yes

No

Inform Data Entry Team and 
on completion on process 

inform CS Team

Customer Service 
Executive

Local Pickup Co-
ordinator

Warehouse 
Supervisor

Registration Team

Registration Team

Registration Team

Warehouse 
Supervisor

Local Pickup Co-
ordinator

F

Follow the Retrieval Process Customer Service 
Executive
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Data Entry Process Responsibility

D

Inform to L.P.C team & provide 
client name, department, file 

barcode & Box barcode

On basis of file barcode find 
out box barcode & then he find 

out respective jobcard

As per the jobcard verify the 
file barcode and check all 

necessary details 

Share details with data entry 
team

Team do the data entry as per 
the details & inform to L.P.C 

team

Verify the same in system and 
inform to Customer Service 

Executive

Customer Service Executive 
team follow the Retrieval 

Process

END

Customer Service 
Executive

Local Pickup Co-
ordinator

Local Pickup Co-
ordinator

Local Pickup Co-
ordinator

Data Entry Team

Local Pickup Co-
ordinator

Customer Service 
Executive
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Pickup In transit Process Responsibility

E

Inform to LPC & provide client name, 
department, File barcode & Box 

barcode

Check the details in system & if he 
found that the same is in transit then 
he inform to Customer Service team

Customer Service Executive 
share this information to client

Once boxes arrive at OEC Center
1. Generate Pickup No.
2. Boxes add in In-Bay
3. Do the pickup Entry
4. Do the Registration of the files and files
5. Do the data entry

LPC verify the same in system 
and inform to Customer 

Service Executive

Customer Service team To 
follow the Retrieval Process

END

Customer Service 
Executive

Local Pickup Co-
ordinator

Customer Service 
Executive

Logistics Team/ 
Data Entry Team

Local Pickup Co-
ordinator

Customer Service 
Executive
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File Not Found Process Responsibility

F

Inform to Warehouse 
Supervisor and share file 

details.

Share details with Warehouse 
Team and instruct to solve it

Warehouse Team check file history and 
accordingly check relevant box/boxes.

Customer Service 
Executive

Warehouse 
Supervisor

Warehouse Team

If file found
No

Yes

Handover the file to Warehouse 
Superviosr

Warehouse Supervisor Will process 
the request as per the work order & 
inform to customer service Team

End

Warehouse Team

Warehouse Team

Warehouse 
Supervisor

Investigate the matter, share 
complete details with I.T 

application support team / H.O 
and Seek advice.
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Virtual Box Process Responsibility

G

Search files in all possible way

Warehouse 
Supervisor

If file found

No

Yes

Handover the file to Warehouse 
Superviosr

Warehouse Supervisor Will process 
the request as per the work order & 
inform to customer service Team

End

Warehouse 
Supervisor

Move it to virtual box..

Warehouse 
Supervisor

Warehouse 
Supervisor

ENCLOSURES

NA

FORMATS / EXHIBITS
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OEC Request format

Branc
h Ref .
No.

Cost 
Cod
e

Box 
No / 
Bar 
Code
.

File 
No/ 
File 
Bar 
Code
.

Transactio
n Branch

Chequ
e No

Am
t

A/
c 
no

Date of 
Transactio
n

Batc
h No

Mode (i.e 
Scan/Fax/Courie
r/Hand 
Delivery/Email 
information)

Request 
send By

Request 
to be 
delivere
d to

Dept 
Name

Branch 
mailing 
address 
where 
physical 
copies 
have to be 
sent.

Priority 
(Normal
/Urgent)

Remarks / 
Instructions


