

Our claims handling process accounts for contract terms and conditions, including transaction value, volatile market prices, and complex logistics (e.g., shipping, moisture loss, and quality variances).
Following is a step-by-step framework we follow while handling both quality and quantity claims:
1. Claim Notification & Intake
· Acknowledgment: Immediate written notification for claims from our customers and are acknowledged by reply by our Head of Division / Management / QC lead.  Our Buyer has to follow stated instructions in our Sales Contract (Section 7. Claims), failing to do so it would conclusively be deemed that customer has accepted the material. All claims are handled as per terms and conditions (T&Cs) in outlined in our Sales Contract. 
· Basis acknowledgement our QC lead, in turn follows following points to ensure Claims are handled and settled appropriately.
· Deadline Verification: Immediately check if the claim was filed within the contractually agreed time limit (e.g., within 7 days of discharge for both quality and weight).
· Documentation Check: Ensure the buyer has submitted the required initial documents:
· Commercial Invoice and Bill of Lading (B/L)
· Official Weight Certificates / Draft Survey Reports
· Certificate of Analysis (CoA) from a certified laboratory (e.g., SGS, ALS) – if required (varies case to case basis)
· Photographic/video evidence of the damage or discrepancy
2. Immediate Mitigation & Hold
· Cargo Preservation: 
· Weight shortage: Keep the original shipper seal intact within specified time period. Claim will be handled as per T&Cs.
· Quality: When the container reaches customer’s yard/factory/premises, customer should open the first container only to get samples and check if materials are acceptable as per contract. Further handling as per T&Cs. 
3. Investigation & Evidence Gathering
· Weight Discrepancies: On comparison of the weight tickets against the discharge port tickets, then our Claims lead will make an estimation of claims amount after accounting for allowable franchise/tolerance levels (typically 0.5% or 100 kgs whichever is higher).
· Quality/Grade Disputes: First instance to resolve by visual checks of the photos and videos showing container number, offloaded material, as well as material inside the container before unloading along with weight ticket and claim calculation. If both parties are not agreeable, then a surveyor report is requested from the customer. Basis surveyor inspection, the results of the report will be final and binding on both parties. 
· Physical Damage/Contamination: If container is accepted on board the vessel by the shipping line, then any damage to the container is deemed to occur after arrival at discharge port and cost are on buyer account. 
4. Liability Apportionment
In case of any type of claims, Sellers’ liability is maximum up to the extent of value of the invoiced amount. 
5. Settlement Negotiation & Commercial Resolution
We offer customers following ways to settle claims based on the investigation findings:
· Price Discount: We apply a commercial discount based on the lower grade or missing weight (common for minor quality deviations).
· Rejection & Replacement: We arrange to ship back the defective material and deliver a replacement batch (common for out-of-specification material that cannot be used), or we agree to pay market price difference if ship back is not practical.
6. Claim Closure & Financial Execution
· Settlement Email: Email detailing the agreed compensation resolves all current and future liabilities for the specific shipment.
· Credit/Debit Notes: Issue a Credit Note to the buyer (or a Debit Note to the supplier/carrier) and update in our software.
· Insurance Recovery: Follow up on payouts from the insurance company or shipping line if third-party liability was established.
7. Root Cause Analysis (RCA) & Prevention
· Log Logistical Patterns: Track claims by supplier, carrier, and load port to identify recurring issues.
· Process Adjustments: Update standard operating procedures (e.g., changing packaging types for sensitive metals, switching inspection companies, or updating contract terms).

