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1. OBJECTIVE 

The Claim procedure serves to communicate the existence of faults and/or damage in the cargo 
transported by Transitex. Compliance with the minimum requirements established by this document is a 
prerequisite for determining the causes and possible compensation for faults and/or damage to the cargo. 

For this, the rules contained in this procedure must be followed by all those concerned, with direct 
support from Transitex Claims Department. 
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2. START OF CLAIM 
 

The damage claim must follow the formal procedures initiated by sending Protest Letter / Initial Notice of 
Claim at the time the problems with the cargo subjected to losses and damage are identified. 

 
The Protest Letter must contain a description of the damage, reasons that indicate failures in the transport 
services, estimated calculation of the value of the damages made to the cargo, indication of the physical 
location of the cargo and the justification for a Joint Survey. 

 

3. CLAIM OPENING AND INITIAL DOCUMENTATION 
 

Any claim for damages must be initiated by the Consignee at destination through an administrative 
proceeding and upon presentation of the documents/information* listed below: 

• Protest Letter / Initial Notice of Claim issued against Carrier; 

• Transport Receipt (BL / Waybill / CMR / AWB); 

• Commercial invoice; 

• Packing List; 

• Certificate of Insurance; 

• Report of inspection of goods; 

• Colour photographs; 

• Colour photographs of the container before and after unloading the goods; 

• Export and Import Declaration; 

• Other documents useful for evidence of damage. 
 

IN CASE OF REFRIGERATED CARGO:  
(Additional docs) 

+ Door thermograph temperature report (graph + details); 

+ Container photograph (ventilation, temperature / display and thermograph position inside the 

container); 

+ Certificate of origin; 

+ Phytosanitary certificate; 

 
(*) These documents may be known by different names. 
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4. CLAIM OPENING FORM 
 

To ensure the quality of assistence, the consignee at the destination must send the form below duly 
completed to the email of the Claims Department correspondent to the destination of the cargo: 

1 Bill of Lading number    

2 Container number   

3 Shipper  

4 Consignee   

5 Claimant   

6 Cargo Description  

7 Charge Value  

8 Cause and nature of damage  

9 Extent of quantified damages / Amount to claim / Estimate of 
losses 

 

10 Damaged cargo value (approximate)   

11 Whether the damaged cargo can be recovered or not (yes / no)   

12 If the cargo is insured (yes / no)   

13 If the cargo has been inspected (yes / no)   

14 If the cargo is available for inspection (yes / no)   

15 Location / time / contacts for cargo inspection   

16 Attach packing list/ commercial invoice / Thermograph / cargo 
& cntr photos   

 

If the documents listed above are not sent or are partially presented, it will be assumed that the claim is 
waived and that future claims will not be made regarding the shipment involved, considering that the 
procedure is the minimum requirement to file the claim with the carriers and the insurance companies. 

 

5. JOINT SURVEY 
 

It is advised that before unloading the container, the entire logistics chain is called as an opportunity for 
a joint inspection of the cargo. It is suggested that the physical inspection is carried out within a period of 
not less than 48 working hours (Monday to Friday), counted from the presentation of the documents 
listed in this procedure, reporting in detail: 

• Date  

• Time 

• Address of survey / Merchandise location 

• Business phone, contact name and mobile phone number 
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NOTE: Interested parties must wait for the arrival of the experts to unload the container. The opening 
of container doors must only be carried out in the presence of the appointed experts. 

 

6. CLAIM REGULATION 

 

The regulation of the claim is the phase of the Claim process in which the actors in the supply chain analyse 
all the causes and consequences of the incident due to the request for indemnity and calculation of the 
value of losses, when confirmed, to serve as a basis for the intended indemnity. 

It consists of documents and additional data submitted by the claimant, within which the amount of losses 
is calculated, if any, to serve as a basis for calculating compensation. 

The regulation of the claim is made of documents and additional data obtained from the interested party 
through which the losses are calculated, when existing, in order to form the basis for indemnity payment. 

The calculation of the value of the losses is strictly subjected to the following conditions: 

 

6.1. Sale of merchandise (Salvaged): It is important that the sale of goods takes place very 
quickly to demonstrate diligence in avoiding further damage. The result of these sales will 
be considered for the reduction of amounts to be indemnified. Sales invoices are part of the 
clearing process and must be submitted. Confidentiality and commercial secrecy will be 
respected throughout the process. Check note 1) indicated below. 
 

6.2. Destruction of Goods (Unfit): If any part of the merchandise is not suitable for consumption, 
the disposal must be accompanied by a photographic report and the certificate of 
destruction issued by a certified entity, with the exact indication of the amount destroyed. 
If the disposal is not carried out on the same day as the inspection, with the support of the 
experts present, the complainant must inform the date and place of the disposal to summon 
all those involved. Check note 2) indicated below.  

 
6.3. Extra costs: All extra expenses related to the claim must be justified by invoices and proof 

of payment. This is very important as the extra expenses derived from this loss will be 
included in the compensation calculations, therefore supporting documents must be 
preserved. Examples of extra expenses: extra shipping, repackaging, destruction costs, 
physical inspection costs, etc. Taxes, fees, freight, commissions, profits, etc. are not 
considered for the calculation of the indemnity. Check note 4) indicated below. 

 
NOTES: 
 

1) The sale of damaged cargo (Salvaged), even if deteriorated, is part of the damage mitigation 
duty and it is up to the claimant to ensure that it is sold at the best market price, considering 
the cargo conditions determined during the physical inspection. 

2) Cargo disposal must comply with the conclusion indicated in the inspection report, including 
the quantity. 

3) The Commercial Invoice is the document that proves the commercial value of the goods, 
serving as a basis for calculating damages and reimbursement of confirmed losses. 
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4) Costs related to market losses, lost profits, exchange rate variation, market price variation, 
internal costs (operational and administrative), import taxes and customs duties are NOT 
included in the value of losses. 

 

7. FINAL DOCUMENTATION 
 

After the physical inspection of the cargo and the damage mitigation procedures, the documents 
necessary to the claim’s regulation must be presented by the interested parties: 

• Thermographers’ Temperature Report (Graph + Details); 

• Cargo inspection report with colour photographs of the damaged cargo; 

• Importer's quality control report (destination); 

• Declaration of losses and calculations with specific values of losses or damages to the cargo; 

• Sales invoices; 

• Certificate of Destruction (if there is); 

• Instrument of assignment of rights; 

• Other documents according to the facts and extent of damages. 

FRESH FRUIT: 
(Origin Documents) 
+ Harvest Certificate or equivalent document indicating the date of harvest and packaging (Documento de 
Trazabilidad del producto). 
+ Quality report and preload photographic records, indicating: 
i. packing date 
ii. pulp pressure 
iii. temperature control 
iv. cold room temperature display 
v. cold tunnel temperature display 
vi. confirmation that the container has been pre-cooled to load at the proper temperature 
vii. position of Thermographs (minimum 2, preferably) inside the container. 
+ Report of the physical inspection of the empty container before loading (photos with the complete 
verification of the container: set point, supply air, return air, ventilation, etc). 
 

8. DUTY TO MITIGATE THE LOSSES 
 

Considering good practices and applicable legislation, the interested party that presents the damage claim 
must make all necessary and reasonable efforts to mitigate losses. These measures consider the 
circumstances of the specific case in order to limit losses, to protect the value of the cargo and to avoid 
the extension of damages. 

 

9. INSURANCE 
 

If the insurance was contracted with Transitex, the claim opening with the Insurance Company will be 
responsibility of Transitex, that is the interlocutor during the claims process. 
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If the interested party has its own insurance, it must immediately notify the contracted Insurance 
Company, in order to monitor all stages of the claims procedure and additional instructions to the 
beneficiaries of the contracted insurance. 

 

*** 

In case of further questions or clarifications, our Claims team is available through the following emails: 

 
Claims Africa - Claims-africa@transitex.com 

Claims Americas - Claims-americas@transitex.com  

Claims Europe and Asia - Claims-europe@transitex.com 

 

10. FINAL NOTES 

The consignee will register the claim with the Carrier's Local Agent and with Transitex at the destination. 
The Protest Letter / Initial Notice of Claim and other documents must be presented immediately, as the 
delay in formalizing the claim will harm the rights of the parties involved. 
 
Claims submitted late, that is, outside the time related to the identification of the accident (3 days), will 
make it difficult to determine the conditions of the goods at the time of delivery and, therefore, it will 
not be possible to distinguish the damages supposedly occurred during the transport, eventual damages 
on origin and/or any other possible damages, a fact that will hamper the work of regulating the claim 
and, sometimes, compensation for the damages. 
 
It is important to consider that some defences that may be published during the conduct of the claims 
process by the carriers and Transitex may not be of common acceptance and may even cause some 
discomfort to the claimants, however, those responsible for the analysis of claims are professionals 
trained to conduct processes efficiently. 

 

11. GENERAL CONDITIONS 

This procedure is related to the logistics operation and transport organization services provided by the 
companies of the Transitex group. 
The General Conditions of the Freight Forwarding Services are included and available in all transport 
documents (offer, booking confirmation, loading order, service invoices, House BL), as well as at the 
electronic address https://www.transitex.com/en/terms-and-conditions/ 
In particular, the General Conditions of Business in Brazil are complemented and available in all 
documents issued by Transitex Brasil and at the electronic address https://www.transitex.com/wp-
content/uploads/2021/01/CONDICOES-GERAIS-DE-NEGOCIOS-CGN-TRANSITEX-05.JAN_.2021-002-2.pdf 
General and Brazilian conditions are part of this Claims procedure. 

https://www.transitex.com/en/terms-and-conditions/
https://www.transitex.com/wp-content/uploads/2021/01/CONDICOES-GERAIS-DE-NEGOCIOS-CGN-TRANSITEX-05.JAN_.2021-002-2.pdf
https://www.transitex.com/wp-content/uploads/2021/01/CONDICOES-GERAIS-DE-NEGOCIOS-CGN-TRANSITEX-05.JAN_.2021-002-2.pdf

