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Project1 Enquiring about cargo claims

L — Li Xiang R — Mr. Rodgers
(Li Xiang is a clerk in a Shipping Company. Mr. Rodgers is coming up to Li Xiang to

enquire about cargo claims. )
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. Good morning. I’m here to enquire about cargo claims.
: Good morning. I hope I can help you.

Does your company have any liability if we damage or lose a customer’s freight?
Yes, we are liable for up to $25.00/1b. per package, with a maximum liability of
$ 100 000. 00 per shipment. But there are still several exceptions. The most common are

listed within this summary guide. You can have a close look.

R: Where can I find the general cargo liabilities listed?

~

crRrCZ

c 7

crpEZ

cF

rerz

: In the part of the Bill of Lading contract for shipment, which determines the scope of our

liability.

: What exactly do Prohibited Articles refer to?
: The goods included in Prohibited Articles are: antiques, works of art, precious stones,

jewelry, and currency. We do not transport Prohibited Articles. Prohibited Articles are
often of high value, fragile or easily lost to theft. The risk of loss or damage is extremely

high for both the customer and the shipping company.

What should I do when a customer requests that we transport a Prohibited Article?
You’d better refuse to transport this freight.
Usually, who may file a loss and damage claim?

A claim is often filed by the shipper, the consignee, or a third party who has title to the
goods.

\

‘What documentations are needed to file a claim?

: A claim must be presented in written form, stating the goods lost or damaged and how

the amount of the claim was determined. The claim should be submitted along with

supporting materials, such as a copy of the bill of lading or roadway freight bill, a copy

of the inspection report, a copy of the original invoice and any other documents to certify

the value of the goods.

Is there any time limit for filing a cargo loss and damage claim?

Yes, a cargo claim must be made within three months of the date of delivery.

Do the damaged goods have to be retained?

Of course, the damaged articles should be. retained along with all of the packaging

material until they are re-inspected by the carrier or until the claim is settled.
How long does it usually take for a claim to be settled?

: Once a claim has been entertained with the proper documentation, we will try to settle it

within 30 days. If some claims need investigating, it may take longer. Our company
processes over 90% of claims within 30 days or less.

Can a claim be faxed to you?
Yes, our fax number for filing cargo claims is (010) 88374928.
If a claim is faxed, should the customer also send you a copy by mail?

No, if a claim is transmitted to us by fax, it is neither necessary nor desirable to have
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another copy sent by mail.

R: Thank you for patiently answering all my questions.

L: You are welcome.
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Project 2 Making a complaint

H — He Xin R — Mr. Rodgers
(Mr. Rodgers is coming to Ms. He to make a complaint about goods damage. )

R:
H:
R:

=

o

s

Hello, Ms. He. It’s nice to see you again.
Hello, Mr. Rodgers. Glad to see you , too.
Ms. He, our cooperation has been going on very well, but today I’m afraid I have to talk

with you about something that is getting to be rather a problem.

: A problem? What is it?
: It’s about the damage caused by inferior packing. I have just received a telegram from

my headquarters. It said that the goods shipped in March by SS Huanghe under Order

No. 1118 have arrived in New York. But, to our great surprise, they are not in proper
condition.

: Really ? I'm sorry to hear that. But would you please tell me what the matter is?

: A number of cartons were badly damaged so that many of the blouses were water-stained

and some of them were severely soiled.

: Then how do you deal with the goods now?

: The goods have been unloaded into the carrier’s house. As they are in such terrible

condition, I'm afraid we can’t take delivery and I’'m here to make a complaint.
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Project 3 Filing a claim

H.

:

Is it that serious? But we have exported such kind of goods for many years. There have

never been any complaints of this kind from our customers before. I couldn’t believe how

such a case would appear this time. Well, do you have any evidence?
Here is a facsimile copy of the survey report issued by the New York Commodity

Inspection Bureau, whose testimony is absolutely reliable.
Well, we have no reason to deny the survey report. Though the complaint is true, there

may be other factors in it. We should make it clear whether the damage was caused in

transit, or during the unloading process, or by any other reasons.
The result of our investigation showed that the damage was caused in transit, but it is

because of inferior packing which made the package open during transportation. We have

to lodge a claim with you and ask for a compensation to cover the loss of the goods

concerned.
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Project 4 Looking into the causes

H,

Because of inferior packing? That sounds strange. Goods for export are specially packed

and corrugated cardboard boxes were used for your consignment. It is strong enough for

long distance ocean transportation. And we had it inspected before shipment. Are you

sure it wasn’t caused by improper handling? Even the strongest packing can be ruined by

rough handling, you know.

: I can assure you that rough handling was impossible when the goods were unloaded.

They were definitely damaged by improper _packing.

: But as I have told you just now, the goods were carefully packed and shipped here in

excellent condition and I re-inspected them myself. There was nothing wrong with the

packing before shipping according to the record.

: Sorry to interrupt, I think the damage was caused by careless packing because some

cartons’ packing was not in conformity with the contractual stipulations. According to the
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contract, each of the cartons should be reinforced with double metal straps, but some of

the cartons were not.

: That sounds hard to believe it. Are you sure it is true?

: If you don’t believe, please look at the surveyor’s report carefully.

: (After reading the report) Oh, something suddenly occurred to me. I may guess what’s

gone wrong. Two consignments must be mixed up. They must have sent you the goods
for the Macau buyers by mistake. I’'m very sorry for that.

. That might be. Now how can we sort it out?
: I'd better have the orders and shipping records checked again. I'll inform you as soon as

possible. If the result turns out to be as I suspect, we will agree to settle your claim.
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Project 5 Settling the claim

H:
~ how much of the contents of the damaged cartons can still be sold?
R:

Mr. Rodgers, there is a real mix-up. I'm so sorry for all the trouble. Have you checked

Oh, the majority are well protected. Only about 30% couldn’t be sold. We hope you
can replace those damaged goods as soon as possible and refund us the inspection fee we
have paid. You know, we had counted on receiving the shipment to complete several

orders. I'm sure we can count on your support to help us to overcome the present
3
difficuity.

: We understand your problem. We, of course, will pay for the inspection fee. But at

present, it happens that the goods are out of stock. We have no replacements. Do you
have any other suggestion for a settlement?
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R: Then we can accept the shipment if you give us a 40% reduction in price.

H: 40% , that’s too much! Let’s meet half way. How about 20% . If you take this shipment
a't this reduction, we’ll give you some extra preferential terms for your next order.

R: OK, I appreciate your quick decision, Ms. He. We accept the proposal. I'm glad we
have solved the problem finally.
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Task 1 Listen to Conversation 1 and fill in the blanks.
1. any lLiability
3. $25.00/1b.
5. several exceptions

7. the general cargo

9. the scope of

11.
13,
15.
17.
19.
21.
23.
25.
27.
29.

the goods

jewelry

transport

lost to theft

the shipping company
refuse to transport

the consignee

are needed to

the amount of the claim
supporting materials

2. freight

4. $100 000.00

6. this summary guide
8. the Bill of Lading contract
10. Prohibited Articles
12. works of art

14. currency

16. high value

18. loss or damage
20. requests that

22, file a loss

24. has title to

26. in written form
28. be submitted

30. a copy of
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31. roadway freight 32. an inspection report
33. any other documents 34. time limit

" 35. within three months 36. be retained
37. along with 38. packaging
39. the carrier 40. does it usually take
41. the proper documentation 42. settle it
43. investigating 44. over 90% of claims
45. be faxed 46. (010) 88374928
47. send you a copy by mail 48. is transmitted
49. sent by mail 50. patiently answering

Task 2 Listen to Conversation 2 and fill in the blanks.

1. going on very well 2. I’'m afraid

3. getting to be rather a problem 4. by inferior packing

5. a telegram 6. headquarters

7. shipped in March 8. Order No. 1118

9. New York 10. in proper condition
11. what the matter is 12. cartons

13. the blouses ) 14. severely soiled

15. deal with the goods now 16. the carrier’s house
17. temble 18. take delivery

Task 3 Listen to the conversation again and decide whether the statements are true or
false.
1. F 2. T 3. F 4. F 5. F 6. F 7. F 8. T

Task 4 Listen to Conversation 3 and fill in the blanks.

1. that serious 2. such kind of goods
3. from our customers before 4. would appear

5. any evidence 6. a facsimile copy

7. issued by 8. testimony

9. deny the survey report ~10. other factors in it
11. make it clear 12. in transit

13. the unloading 14. our investigation

15. inferior packing 16. during transportation

17. ask for a compensation 18. concerned.



