Lara’s Corner


IS IT QUALITY? OR IS IT FREIGHT?

Quality frequently receives calls regarding damaged product that needs to be handled as a freight issue first, rather than a quality issue.  More often than not, however, when we request that a claim be filed, we hear the following response:  “But the box wasn’t damaged!”  These still need to be handled as a freight issue first – specifically, as concealed damage.

Here’s why.  
Say you order a PVC shower chair that ships directly from a vendor.  The chair arrives damaged, but the shipping container looks fine.  You call Quality to log a complaint.  We call the vendor, and the first thing the vendor asks is, “Was a freight claim filed?”  If we say no, the vendor responds that this is a freight issue and has to be handled as such.  They will not send a replacement chair.
What are the risks of waiting to file a freight claim?
By the time quality is called and the situation sorted out, the customer may be beyond the time window for filing a concealed damage claim.  

The following applies to product shipped by Medline and that exceeds $25.  If the item is under the $25 limit, just submit a credit worksheet.

Concealed damage, Medline shipped:
If the product arrived by truck and has concealed damage, the customer must contact the carrier for a freight inspection within 15 calendar days.  If the carrier waives the freight inspection, the customer must write down the name, phone number and extension of the person who waived the inspection.
If the product arrives via UPS or RPS and it is a stock shipment, the Sales Representative must write up a credit worksheet which must include the UPS or RPS tracking number, the delivery date, and on the top of the credit sheet write “Damaged call tags requested”.  Fax the report to Returned Goods (847-949-3019) and they will file a claim.  Again, you only have 15 calendar days to do this.

Concealed damage, vendor shipped:
The above information applies to any product shipped by Medline.  If the product was shipped directly by the vendor and was delivered by UPS or RPS, and has concealed damage, the Sales Representative must contact the PRODUCT DIVISION to have the vendor file a freight claim.

Always have your account file the claim first (assuming the product is over the $25 limit).  If the freight company denies the claim due to insufficient packaging, call Quality.  We then have the "ammunition” needed to address the issue with the vendor (or internally if needed).

Signed for as “damaged”:
If the product arrives visibly damaged and the customer signed for it damaged, all you have to do is fill out the credit worksheet and fax it to Returns at (847) 949-3019 along with a copy of the BOL that was signed damaged.  You have 9 months to do this.

Signed for as “clear”:
If the product arrives visibly damaged, and the customer signed clear, you must escalate this to Sales as no freight claim can be filed.  Please remind your customer to avoid signing as clear for visibly damaged packages.

