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1. Cargo Claims Overview 

In the event of a potential cargo claim for loss or damage of goods, immediately notify your manager and 
Fracht’s Compliance Team of the situation. It is important that you do not assume any obligation, admit to any 
fault or liability, incur any expense or make any payment.  

2. Claims Handling 

Once a cargo claim occurs, we must ensure that all packaging, packing materials, damaged goods and seals are 
preserved, as a surveyor or Shipper/Consignee may want to inspect damaged goods. Thus, please ensure that 
the carrier inspect the goods, take adequate photographs and examine the shipment as soon as it arrives. 
Additionally, we must obtain copies of all documents, photographs, delivery receipts, doc receipts, and or 
warehouse receipts from the carrier.  

Fracht must take all reasonable measures to minimize and prevent added damage or loss whenever possible. 
Any proven act that results in further damage or loss can be made as a part of the claim against Fracht. 

If there are consistent issues and claims with the same vendor, Fracht will initiate a Non-Conformance & 
Incident Report (FORM071). Additionally, if needed the vendor will be asked to complete a Root Cause Analysis 
to determine why repeated claims are occurring. Depending on the response received, the vendor can also be 
blacklisted in the system to reduce the risk involved.  

3. Claims Process 

Step 1: Preliminary Requirements 

 Operations Team shall:  

Fill out the Cargo Claims Coversheet (FORM033) found on SharePoint, which shall include the following 
information: division/branch, customer name, value of claim, incoterms, shipment number, and description of 
damages, etc. In the description box please include, carrier’s information, including date, time, the full name of 
the person you spoke to and their contact information. If the damages were discovered by Fracht, note the date 
the damages were noticed and provide photos.  

Please email the Cargo Claims Coversheet (FORM033) sheet to the Compliance Team, Haris Savant 
haris.savant@fracht.com  and Alicia Evans alicia.evans@fracht.com, (email should include Fracht file #, Customer 
file # and Carrier file # in the subject line). 

 Find out if there is cargo insurance for the shipment with both the Shipper and Consignee. (Which party is 
responsible will be determined by incoterms or other contractual requirements). 

 If insurance was purchased by either the Shipper or Consignee then, the Shipper or Consignee shall contact 
the insurance company per the insurance certificate for further handling.  
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 If Fracht purchased the insurance, the Shipper or Consignee shall coordinate the insurance certificate details 
as issued from the Merlin site to Fracht. The Operations Team will also need to provide the insurance details 
to the Compliance Team. 

 If no insurance was purchased, find out the nature of the damage, how and where it might have happened 
and the approximate amount of damages. 

Step 2: Preliminary Claim Form 

The Operations Team shall send either  Fracht Preliminary Claim Form (FORM029) or HCL Preliminary Claim 
Form (FORM065) depending on the type of move, located on SharePoint, to all vendors listed on the paperwork 
as well as vendors we are in contract with for the shipment (steamship line, airlines, truckers, warehouses, rail, 
etc.).This form provides notice of Fracht’s intent to claim and holds the vendor responsible for any loss or damage. 
Please keep copies of all relevant documentation that may be needed for future use. It is imperative that the 
Preliminary Claim Forms (FORM029 and/or FORM065) is sent to all parties involved the same day as you receive 
the notification from the Shipper or Consignee because of the time limitations on filing claims. Depending on the 
shipment please use the appropriate Preliminary Claim Form (FORM029 OR FORM065) for either Helvetia or 
Fracht shipments. Be sure to send this document in PDF form to all respective parties.  
 

       Below is a table which indicates the applicable time frames to initiate a claim:  
 

 
 

 
Air shipments 

 
Damage (Hidden/Concealed) 

 
7 (Warsaw) or 14 (Montreal) days from delivery 

Delay 14 (Warsaw) or 21 days (Montreal) from delivery 

Non-delivery 120 days from date of issuance 

Statute of Limitations Suit filed within 2 years of arrival date 

 
 

Ocean Shipments 

Visible Loss/Damage Immediately 

Non-visible Loss/Damage 3 days from discharge/delivery 

 
Statute of Limitations 

Per COGSA, suit filed within 1 year from date of 
delivery. Hague-Visby /FIATA bill of lading limit 
suit to 9 months 

 
 

Domestic 

Loss/Damage Immediately or 7 days from delivery 

 
 

Statute of Limitations 

Varies by carrier per bill of lading, freight 
receipt or tariff. On interstate trucking, the 
Carmack Amendment limits action to 9 months 
after date of delivery. In Canada, varies by 
province. Ontario: 2 years. 

 

 
Warehouse 

 

Loss/Damage 
60 days after delivery of goods or 60 days 
after the warehouse receipt holder is 
notified of the loss, whichever is shorter 

 

Statue of Limitations 
9 months after delivery goods or 9 months 
after the warehouse receipt holder is notified 
of the loss, whichever is shorter 
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       Step 3: Formal Claim                                                                                               

Once Fracht receives a formal claim from the Shipper/Consignee, Fracht’s Compliance Team shall send 
the Shipper/Consignee the Claim Customer Letter (Form024 or Form067) for either Fracht or Helvetia 
shipments. 
 
During the formal claim process the Operations Team and Compliance Team will work to determine which 
responsible vendor the formal claim letter will need to go to. Once determined the Compliance Team will 
complete either the Fracht Formal Claim (FORM031) or the HCL Formal Claim (FORM066) which will then 
be sent to the responsible vendor.  

Additionally, the Operations Team shall put an accrual in the respective shipment file on CargoWise in 
anticipation of receiving funds from the responsible vendor. Once these funds are received, Fracht will 
then pay the claim out to the customer. If Fracht had purchased insurance for the shipment, then it is likely 
that the Insurance Company will pay the customer directly for the loss. If the Insurance Company is paying 
the customer directly, then no accrual is needed in CargoWise. Since each claim is different, there might 
be additional steps involved, the Operations Team and the Compliance Team will review each case to 
determine what’s needed.  

Step 4: Document Retention 
  
The Operations Team shall send copies of the following documents to the ComplianceTeam, Haris Savant 
(haris.savant@fracht.com) and Alicia Evans (alicia.evans@fracht.com), for further handling (email should include 
Fracht file #, Customer file # and Carrier file # in the subject line). 

 Master B/L or AWB both sides.  (Evidence of contract of carriage, proof of the condition of goods 
before shipment)  

 House B/L or AWB.  
 Commercial invoice.  (Calculates the value of cargo, identifies the insurable interest in the cargo, 

identifies the terms of sales) 
 Packing List.  (Will establish evidence of the number of goods shipped) 
 All Delivery, Dock & Warehouse Receipts. (Identifies the last carrier, evidence that the goods arrived 

in a damage condition)  

 
NCBFAA Terms & 
Conditions of 
Service 

 
Loss/Damage/Negligence 

Per time frames for ocean or air above on 
entries, 75 days from liquidation 

Statute of Limitations 2 years from date of loss or damage 

 

CIFFA 
Trading 
Conditions 

Loss/Damage 7 days from the completion of transit 

Non-delivery/any other event 45 days from when the goods should’ve been 
delivered 

Statute of Limitations 9 months 
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 Copy of the inspector’s report if any.  (In case of damage cargo) 
 Customer claim, including all the supporting documentation.  (Calculate the amount of claim) 
 Photographs. (Proof of condition of goods upon arrival) 
 Preliminary Claim form(s).  (Evidence of prompt notice to responsible parties) 
 Preliminary Claim Acknowledge form.  
 Relevant email chains. 

 

4. Carriers Liability 
The carrier, as well as Fracht’s liability is limited by law.  When the carrier does have liability for a claim it is 
generally limited as follows to cover for a loss.  
 
Ocean Freight: $ 500 per outer package (containers can count as a package. For FCL shipment we 

are most likely liable for no more than $ 500. 
Air Freight: $ 9.07/lb or $ 20/kg (Warsaw Convention) or 22 SDRs/kg (approx. $ 10.50/lb or 

23.15/kg) under Montreal Amendment 4 of the Warsaw Convention. 
Domestic Airlines: $ 0.50/lb customary 
Domestic Truckers:  $ 0.50/lb customary, but varies 
Warehouses: $0.10/lb 
Railroads: $25,000 per incident 

Carriers are not liable for losses outside their control such as any Acts of God, for example, hurricanes, fire, floods, 
tornado, earthquake etc. other exclusion may be applicable.    

It is important to take into consideration that Fracht has special contracts with certain customers, where Fracht 
has to pay the full amount of the claim which overrides the liability amounts listed above.  

             *For a visual understanding of the claims process please refer to Life of a Claim Flowchart (FORM034), located on 
SharePoint. 

5. Document and Data References 
a. FORM024 Fracht Claim Customer Letter 
b. FORM029 Fracht Preliminary Claim  
c. FORM031 Fracht Formal Claim 
d. FORM033 Cargo Claims Coversheet 
e. FORM034 Life of a Claim Flowchart 
f. FORM065 HCL Preliminary Claim 
g. FORM066 HCL Formal Claim 
h. FORM067 HCL Claim Customer Letter 

6. Revision History 

Rev Date Description 

0 01/18/2016 Created Cargo Claims Handling 
1 04/20/2020 Update Instructions and Contact Persons 
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2 01/25/2021 Updated All Claim Forms and Instructions 

3 02/04/2022 Updated Department Titles, and Instructions 

4 03/09/2022 Updated Time Limitation Chart 

5 08/15/2022 Updated formal claim section and updated format of document  

 

 
 
 
 
 
  


