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1 Definitions 

“Carrier” means the contractual carrier with whom Ford or one of its affiliates has 

concluded the contract of carriage of vehicle by road, rail, barge or vessel or on an 

intermodal basis or a substitute carrier.  

 

“Substitute carrier” means a carrier who has not concluded the contract of 

carriage with Ford or its affiliates but to whom the carrier referred the performance 

of the carriage.  

 

“Compound” means the place where vehicles are stored and maintained for 

Ford’s purposes. “Compound operator” means the contractual partner who 

manages the compound.  

 

“Logistics Service Provider” (LSP) means any of contract parties as defined above.  

 

“Claims Handling Agent” means the independent party appointed by Ford to 

manage any claims arising from Transportation Damage or Loss claimed from any 

approved repair location against the LSPs.  
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2 Introduction 

Fords’ quality philosophy is based on the principal of continuous improvement; it 

has evolved from one of defect detection to defect prevention. This approach will 

lead to improvements in quality that will mutually benefit both carriers and Ford 

Motor Company.  

 

The LSPs are obliged to support in the process of optimising transportation, and 

they furthermore agree to support Ford in its intention to provide the National 

Sales Companies (NSC’s) and the Dealership with an effective, efficient and 

complete logistic service. 

 

To achieve this goal the LSPs must only use instructed and trained personnel to 

handle or transport our vehicles, no matter if transportation is completed by truck, 

railway, barge or deep-sea-vessel.  

 

The LSPs furthermore are obliged to take the full responsibility for the personnel 

they employ or any subcontractor they use to perform the requested service and 

they agree to rectify all mistakes or faults noticed as soon as possible.  

 

The validity of this procedure is for all handling and transportation operations of 

vehicles from all FORD production plants until delivery to the national dealership or 

any other final delivery point. 

 

All annexes and addendums are valid in their latest version. All parties accept the 

VLDR Guideline and its annexes in its English version.  

 

2.1 Scope of the VLDR Guideline 

The VLDR Guideline is a constituent part of the transport order between the 

commissioning Ford company (e.g. Ford Werke GmbH), irrespective of the legal 

form in which it acts (client), and the LSP for all vehicle transports/ storage 

executed during the contractual term, irrespective of whether they are executed 

nationally or internationally, by road, rail, vessel or barge or within the scope of 

intermodal transport or storage.  
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During the contractual term, the VLDR Guideline applies in the order of 

precedence as agreed in the master service agreement. 

 

All documents apply with their various annexes, each in the latest version, and shall 

be handed over to the contracting partner free of charge upon demand if the 

partner is not already in possession thereof.  

 

To the extent that the VLDR Guideline provides for any third parties, like 

"Compound Operator", "Dealer" or "Claims Agent" to exercise/perform 

rights/duties, issue or accept declarations on behalf of Ford in their own or third-

party name, they are authorized to do so by Ford within the scope of the tasks 

described in the VLDR Guideline. In all other cases, the LSP must contact Ford's 

office in charge to avoid process and handle any damage/loss. See attachment 4  

for the appropriate contacts . 

 

2.2 Damage prevention and process improvement 

The LSPs consequently use the Quality of Service techniques in order to achieve a 

continuous improvement of their services and a continuous reduction of faults and 

damages occurring.  

 

Furthermore they demonstrate use of statistics and other measuring techniques in 

order to identify the root cause of damage, to establish corrective action and to 

monitor process improvement. 

 

If repetitive damages (always on the same place of the vehicle) or repeated 

missing parts are noticed or if typical loading damages are observed, this has to be 

reported to the Vehicle Despatch Area of the respective FORD production plant 

and to the last sending compound in a written form (e.g. per Fax or e-mail) as 

soon as possible. 

 

A copy has to be sent to the appropriate “FORD Vehicle Operations, Quality & 

Technical Planning” Department in Ford of Europe and the Claims Handling Agent.  
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The LSP must be able to provide detailed statistic data about his loss and damage 

performance on all FORD vehicles in total and per individual segment, routing or 

market.  

 

LSPs are not allowed to repair vehicles or to organize vehicle repair by a dealer on 

their behalf. Only the receiving dealer or PDI centres or other approved repairers 

on request of the NSC or the Claims Handling Agent are allowed to repair vehicles. 

Exceptions must be approved by Ford Vehicle operations or the Claims handling 

Agent. 
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2.3 Ford’s nominated Claims Handling Agent  

Ford has appointed a Claims Handling Agent to handle all transportation loss and 

damage issues on behalf of the dealer network or Ford organisations (Please see 

attachment 4). There is a nominated representative that should be contacted for 

all transportation damage issues, which may include: 

 Claims process queries 

 Immoveable vehicles due to transport damage (examples: flat tyre, 

smashed windscreen, damaged suspension) 

 Major storm events / Catastrophic events (Hail, Flood, Contamination etc.) 

 Potential total losses within the transport chain 

 Stolen vehicles within the transport chain 

 Liability handover issues 

 

All queries for technical issues (non-transport damage) with vehicles in the 

transport chain must be directed to evlquali@ford.com. Technical issues could 

include, but not limited to: 

 Flat batteries 

 No fuel 

 Gearbox issues 

 

The role of the claims agent is to arbitrate claims between the dealer and the 

various LSPs utilised in the transport chain. The activities that the claims agent 

complete for claims submitted by the dealer network are: 

 Validate the claim transportation damage –v- non-transportation damage 

 Re-direct non-transportation damage to the relevant department 

 Enforce the dealer transportation claims process rules 

 Control the dealer’s invoice to ensure they meet Ford’s approved guidelines 

 Payment of approved transportation claims to the dealers 

 Management of the recovery of repair costs against the LSPs 

 

 

mailto:evlquali@ford.com
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3 Transport loss & damage detection and 

documentation 

3.1 Forms 

 

If as a result from a vehicle inspection a transportation loss or damage is found this 

must be reported in a special form, the Vehicle-Loss-and-Damage-Report    

(VLDR). 

 

The VLDR report is no substitute for the required consignment note. The contract 

of carriage is defined in a consignment note.  The mandatory particulars in the 

consignment note depend on national and international regulations and on the 

carriage type concerned (e.g. CMR Consignment Note for international road 

transports).  

 

Irrespective of the provisions of statute regarding consignment notes, the 

following rules in the Vehicle-Loss-and-Damage report shall be observed without 

fail by the LSP and any other third parties named in this Guideline as regards the 

discovery, processing and determination of liability in respect of damage based on 

losses, partial losses, or damage to vehicles.  

 

3.1.1 VLDR 

Whenever during the transportation / storage process a LSP identifies a 

transportation loss or damage a VLDR has to be completed. Forms EU6547 (for 

passenger car models) and EU6546 (for commercial vehicles, e.g. Ford Transit) 

have to be used. National claims agents may advise to use national versions . 

 

The following parties are allowed to raise VLDRs: Production Plants and the 

Compound Operators including PDI Centres (if acting as sender or as interim 

receiver).  

 

If damage is found the carrier must request the Production Plants (or their 

Takeover Agents) or the Compound Operators to complete a VLDR and 

countersign for the damage found before moving the vehicle.  
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Transportation Carriers are only allowed to raise a VLDR if the compound operator 

will not supply a pre-existing or new VLDR. 

 

There may be local variants of the European standard Form used in certain 

markets due to language requirements. 

 

3.1.1.1 Completing the VLDR 

VLDR forms have to be completed in block letters. Original and all copies have to 

be clearly legible. If the VLDR is not legible, the VLDR will be deemed incomplete 

and the LSP has not successfully protected their liability. 

 

For purpose of their own liability relief all LSPs  excluding PDI-centres where the   

PDI centre is either acting as final recipient on behalf of a dealer or inspector on 

behalf of a dealer ) involved along the transportation chain are entitled to take one 

page of the VLDR copy (front page and not the yellow page) from the vehicle. If 

occasionally no more copies exist photo static copies have to be made.  

 

The original VLDR as well as all remaining copies must be placed in the driver’s 

door pocket  

 

All VLDRs must remain in the vehicle up to the final LSP who delivers it to the dealer 

or PDI if the PDI is acting on behalf of the dealer . The last LSP delivering the vehicle 

must take out the VLDR before handover to the dealer or PDI centre. The LSP 

must keep the VLDR form to protect against any future claims from Ford’s Claims 

Handling Agent. 

 

3.1.1.2 Provision of the VLDR 

The LSP must provide the VLDR to the Claims Handling Agent within 4 weeks of 

completing the service (delivery of vehicle) for an individual unit on a weekly basis. 
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3.1.1.3 Ordering VLDRs 

Blank VLDR forms have to be requested from the FORD contacts as described in 

attachment 2 of this guideline.  

 

3.1.2 Sending Locations 

The Production Plant or a Compound Acting as sender of the vehicle must 

complete a new VLDR or complete an existing VLDR on request of the receiving 

LSP with the LSP’s findings. In this case the Compound Operator has to sign the 

VLDR himself unless he can relief himself of liability by handing over an existing 

VLDR countersigned by a previous LSP in the transportation chain for the same 

findings.  

 

3.1.3 Receiving Locations 

If the compound is acting as receiver of the vehicle, the delivering LSP has to 

countersign the Compound Operators’ findings on the VLDR unless the delivering 

carrier can relief himself of liability by handing over an already existing VLDR (pre-

damage signed by previous LSP) for the same findings.  

 

For additional findings a new column should be added to the existing VLDR and 

this has to be countersigned by the delivering carrier. 

 

3.1.4 Product Findings 

 A product finding is a damage to the vehicle that is not classed as a transportation 

damage as per Attachment 1.  

 

Product findings only have to be documented on a VLDR form if they could be 

interpreted as transportation damage to help protect the carriers against 

unjustified claims. (See attachment No. 1 “INSPECTION GUIDELINE LOSS AND 

DAMAGE”). 

 

In case of a product finding the carrier who takes over the vehicle from the plant or 

compound can request that this is stated on the shipping documents. The 
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Production Plant Takeover Agent or the Compound Operators then are obliged to 

countersign such a remark on the shipping document. 

  

If the Claims Handling Agent does not agree with the classification of a 

Transportation damage by the LSP as a product finding, the Claims Handling 

Agent reserves the right to pursue the claim even in the presence of the LSP’s 

notation on the VLDR. 

 

3.1.5 Refusal to Countersign the VLDR 

A LSP, who refuses to raise or countersign a VLDR document will be liable for any 

transportation damage that is presented, should they not be able to relieve 

themselves of liability by any other means of proof or evidence that they did not 

cause the damage. 

 

If any LSP within the transport chain refuses to raise or countersign a VLDR the 

following steps must occur: 

1. Raise / complete a VLDR as per the normal process, however noting that 

the previous LSP refused to sign the VLDR 

2. Take photographs of the condition of the vehicle (as per attachment 4) 

evidencing the condition of the vehicle before moving the vehicle 

3. Submit both the VLDR and photos to the Claims Handling Agent 

immediately on return to the office within 2 working days 

 

This section is not for deliveries outside business hours, please refer to section 

3.3.4.2. 
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3.1.6 Vehicle inspection and documentation 

The LSP is only allowed to hand out the VLDR forms to the Claims Handling Agent 

or the following LSP and not to the dealer or any PDI centre. For any failure the LSP 

will be made liable for all the damages noted on the VLDR. 

 

The representative of the LSP who takes over the vehicle must request any pre-

existing VLDR before they move the vehicle. Otherwise this LSP takes the 

responsibility of any pre-existing losses and/or damage and will be made fully liable 

for all pre-existing damages and/or missing parts that have not been documented, 

unless the LSP can prove that the loss or damage has not occurred during the 

period in his charge.  

 

Ramp operators or carriers must not restrict another carriers loading/unloading 

process by unreasonable verification procedure or inspection wait times. 

 

Verification inspectors must be available during all hours of operation or 

agreements for handling out of hours deliveries must be in place. 

 

Should carriers have issue with delivery/arriving ramp procedures Ford will work to 

help bring the issue to resolution, but should resolution not occur, Ford will assign 

liability to the carrier based on the preponderance of evidence. It’s in the best 

interest of all parties to work cooperatively during inspection and reporting of 

damage or loss. 

 

3.2 What has to be inspected? 

All items listed as transportation damage(s) as defined in VLDR attachment 1. 

 

All loose items included in the vehicle are listed on the label or loose parts check 

list (see Ford addendum to the ECG for identification of plants that provide list or 

bag). 

 

If the plant provides a loose item check list and this list is not present in the vehicle 

a VLDR has to be raised and the vehicle must be inspected either against the 

DCDM label or against the standard loose items as defined in attachment 1. or LSP 
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will be held liable for any items found missing on receipt that were not noted 

previously, unless he can prove that the loss or damage has not occurred during 

the period in his charge.  

 

For vehicles where a plastic bag is used to store all loose items, as long as this bag 

is not opened or damaged the LSP does not need to perform further checks. It is 

not permitted for a carrier or compound to open the bag. 

 

Manuals are not always put into the vehicles at the production plant but are 

sometimes also placed into the vehicle at a compound later on in the 

transportation chain depending on the market the vehicle is destined for. Where 

Ford  provides an overview in  attachment 1 )  that describe for each NSC and 

model, where in the transport chain the manual is placed in the vehicle the carrier 

or compound operator has to check against that information .doc (attachment 1). 

If the information is not available they must inspect for the manual and raise a 

VLDR if it is not there. 

 

3.3 Transportation carriers  

It is mandatory as defined per transport mode in this document that the 

representatives or the subcontractors of the contracted LSPs (usually the truck 

drivers, the stevedores or the ship’s crew) or their nominated inspectors are 

responsible to inspect every vehicle they receive for transportation loss and 

damage immediately (before moving the vehicle) when they take over at a 

Production Plant or a Compound. (Only exception is late inspection as described in 

3.3.4.2 & 3.3.5.4). Otherwise the contracted carrier will be held liable for all losses, 

damages and missing parts that have not been documented on delivery, unless 

the carrier can prove that the loss or damage has not occurred during the period 

in his charge. 

 

If before collection of the vehicle the transportation carrier detects any 

transportation damage or missing parts the carrier must contact the supervising 

personnel of the plant or compound who must fill in a new VLDR form or complete 

an already existing VLDR by filling in a new column (see 3.1.2). 
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3.3.1 Truck transportation 

It is mandatory that the driver of the contracted trucking company or of its 

subcontractor inspects the vehicle for transportation damages and missing parts 

immediately upon vehicle receipt (see 3.3.) before moving the vehicle.  

 

The only exception is late inspection as described in 3.3.4.2 & 3.3.5.4. Otherwise 

the contracted carrier will be held liable for all losses or/and damages and missing 

parts that have not been documented  prior to receipt, unless the carrier can 

prove that the loss or damage has not occurred during the period in his charge. 

 

Should the transportation carrier detect any loss or transportation damage or 

missing parts before moving the vehicle the LSP must contact the supervising 

personnel of the plant or compound who must fill in a new VLDR form or complete 

an already existing VLDR by filling in a new column (see 3.1.2).  

 

 

3.3.2 Barge or vessel transportation  

Who must inspect vehicles before transportation via barge or vessel depends on 

the contractual agreement between FORD Motor Company and the barge and/or 

shipping company and the compound company . The deciding factor is who is 

contracted by Ford to complete the loading and the unloading operation: the 

barge or shipping company, another LSP or FORD personnel. 

 

3.3.2.1 LOADING 

3.3.2.1.1 Vessel or Barge responsibility (FAS Terms) 

If the loading and lashing of vehicles on board of the barge/vessel is part of the 

LSPs contract (“from free alongside ship port of exit”), regardless if it is done by the 

ships’ crew, a representative or subcontracted to another LSP, the contracted 

LSP must inspect each vehicle before loading it onto their barge or vessel and 

request a VLDR from the plant or compound personnel if necessary.  

 

Whenever the barge or shipping company move the vehicle they can be made 

liable for all pre-existing damages or losses or missing parts that have not been 
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documented on a VLDR, unless it can prove that the loss or damage has not 

occurred during the period in his charge. 

 

3.3.2.1.2 Non Vessel or Barge responsibility (FOB Terms) 

If the loading of the vehicles onto the barge or vessel is not included in the contract 

with the barge /shipping company (“from free on board port of exit”) this loading 

operation is performed by another LSP (e.g. the compound operator in the port 

who holds a separate contract with FORD) or by FORD personnel (e.g. barge 

loading at Cologne Plant). If the individual contract does not state anything 

different the shipping company must inspect the vehicles during the loading 

operation or on-board of their vessel immediately after loading has been 

completed. 

 

3.3.2.2 UNLOADING 

3.3.2.2.1 Vessel or Barge responsibility (FAS Terms) 

If the unloading of vehicles from the barge/vessel is part of the barge/ shipping 

companies’ contract (“to free alongside ship port of entry”), regardless if it is done 

by the ships’ crew, a representative or subcontract the receiving compound must 

check each vehicle after it has been unloaded and driven to the First Point of Rest 

(FPR) indicated by the compound personnel.  

 

If necessary the compound personnel has to fill in a VLDR or complete a new 

column of an existing VLDR that has to be countersigned by a representative of 

the barge/shipping company. After all vehicles are unloaded and inspected by the 

receiving compound any further findings are out of the shipping company’s 

responsibility.  

 

Whenever the receiving compound moves the vehicle they can be made liable for 

all pre-damages or losses that have not been documented before, unless they 

can prove that the loss or damage has not occurred during the period in their 

charge.  
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3.3.2.2.2 Non Vessel or Barge responsibility (FOB Terms) 

If the unloading of vehicles from the barge/vessel is not included in the barge/ 

shipping companies’ contract (“to free on board port of entry”), the LSP who 

performs the unloading must inspect each vehicle on board of the vessel. If this 

LSP is the compound operator of the receiving compound/port they have to fill in 

damage findings on a VLDR or complete a new column of an existing VLDR. The 

barge/shipping company or its representative has to countersign this VLDR.  

 

Whenever the receiving compound moves the vehicle he can be made liable for all 

pre-damages or losses that have not been documented before, unless it can 

prove that the loss or damage has not occurred during the period in its charge.  

 

3.3.3 Rail transportation 

For vehicles that are shipped by train from a plant or a compound to a receiving 

compound the inspection process depends on to the contractual agreement 

between FORD and the LSPs 

 

The below inspection matrix shows the required inspection points, depending on 

the contractual responsibilities.  

 

Contracted 

Responsibility 
1 2 3 4 

Pre-load Inspection Carrier Carrier N/A N/A 

Loading Carrier Carrier Compound Compound 

On Wagon Post load 

Inspection 
N/A N/A 

Depends on 

contract 

Depends on 

contract 

Movement Carrier Carrier Carrier Carrier 

On Wagon Pre 

Unload Inspection 
N/A Compound N/A Compound 

Unloading Carrier Compound Carrier Compound 

Post Unload 

Inspection 
Compound N/A Compound N/A 
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If additional inspections are required to support the contracted parties internal 

operations these are permitted if requested to Ford EVL Quality. Ford may request 

additional inspections to occur in addition to the below matrix, however this will be 

agreed in writing detailing the additional requirements, 

 

3.3.3.1 Loading 

3.3.3.1.1 Rail Operator responsibility (FAS Terms) 

If the loading operation at the plant or the sending compound is included in the 

carriers contract (e.g. “from free alongside rail plant/ sending compound”) no 

matter if it is performed by their staff, representative or subcontractor the carrier 

must inspect each vehicle before loading it onto the wagon and when necessary 

request the plant or compound personnel to fill in and sign a VLDR.  

 

Whenever the carrier moves the vehicle he can be made liable for all pre-existing 

losses, damages or partial losses that have not been documented before, unless 

he can prove that the loss or damage has not occurred during the period in his 

charge.  

 

3.3.3.1.2 Non Rail Operator responsibility (FAS Terms) 

If the loading of the rail wagons is not included in the carriers contract and is 

performed by either FORD personnel or by a third party LSP operating at the 

compound (e.g. “from free on rail plant/ sending compound”) the carrier must 

inspect each vehicle after loading.  

 

The carrier can be made liable for all pre-existing losses, damages or partial losses 

that have not been documented before, unless he can prove that the loss or 

damage has not occurred during the period in his charge, If liability for damages is 

included in the contract. If no liability is agreed there is no separate pre-loading 

inspection of the vehicle by the rail wagon provider.  

 

The sending compound must make sure that all damages found before and 

during moving and loading the vehicle onto the train are reported on a VLDR. 

Transportation loss or damages caused by the loading operation performed by 
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the third party LSP or FORD personnel will be detected at the next receiving rail 

compound upon arrival only.   

 

3.3.3.2 Unloading 

3.3.3.2.1 Rail Operator responsibility (FAS Terms) 

Vehicles that arrive on a train to a compound must be inspected to identify all 

transportation loss and damage before unloading when the vehicles are still 

located on the wagon. The only exception to this is when the rail company is 

contracted to complete both the loading operation and unloading operations. In 

this case the inspection takes place immediately after unloading the vehicles in 

presence of a representative of the carrier. 

 

If the LSP or compound personnel detect any transportation loss, partial loss or 

damage they must check if this damage has already been documented on a 

VLDR inside the vehicle. If a VLDR does not yet exist a new VLDR must be raised 

and completed. When a VLDR is already in the vehicle, the additional findings must 

be added to the VLDR filling in a new column (see 3.1.2).  

 

All damages found before unloading from the rail wagon, must have photos 

evidencing the following: 

 vehicle’s location on the rail wagon 

 damage prior to unloading and detailed picture of damage.  

 

If all these documents are completed before unloading, the loading LSP will be 

held liable for all damages and must accept the claim except damages noted prior 

to loading or damages that were caused during the rail movement, unless he can 

prove that the loss or damage has not occurred during the period in his charge 

 

If there are no photos of the damage evidencing the presence of the damage 

before unloading, the unloading LSP will be held fully responsible for all damages 

not evidenced prior to the rail movement. 
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3.3.3.3 Process Verbal 

When loss, partial loss or damage is discovered or presumed by the LSP or 

alleged by the person entitled, the LSP must without delay, and if possible in the 

presence of the person entitled, draw up a reporting stating according to the 

nature of the loss or damage: 

 the condition of the goods 

 their mass and, as far as possible the extent of the loss or damage 

 Its cause and the time of its occurrence. 

The copy of the report must be supplied free of charge to FORD or its Claim 

Handling Agent. 

 

Should FORD or the Claims Handling Agent not accept the findings in the report 

they may request that the condition and mass of goods and the cause and 

amount of the loss/partial loss or damage, the ascertained expert appointed either 

by the parties of the contract of carriage or by a court. The procedure to be 

followed shall by governed by the laws and prescriptions of the state in which such 

ascertainment takes place. 

 

This “process verbal” is the prerequisite for a later reimbursement from the carrier 

provider.  

 

Parallel to the process verbal the compound operator still has to fill in a VLDR with 

all his findings. This VLDR does not have to be countersigned by the railways as 

the process verbal serves as confirmation. 

 

Whenever the receiving compound moves the vehicle he can be made liable for all 

pre-damages or losses that have not been documented before, unless he can 

prove that the loss or damage has not occurred during the period in his charge.  
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3.3.4 Compound operators 

Every compound operator, his subcontractor, representative or his authorized 

personnel receiving a vehicle from a delivering truck carrier, rail wagon provider, 

barge operator or shipping company must inspect the vehicle immediately 

regarding losses, transportation damages and missing parts before moving the 

vehicle. (Only exception is late inspection as described in 3.3.4.2.). Otherwise the 

Compound Operator takes the responsibility and he will be made liable for all pre-

existing damages that have not been documented before, unless he can prove 

that the loss or damage has not occurred during the period in his charge.  

 

If the compound operator detects any losses, transportation damages or missing 

parts they must complete a VLDR form or complete an existing VLDR by filling in a 

new column (see 3.1.2) and request the delivering carrier to countersign that 

column.  

 

Every compound operator who has got access to the FORD VMACS (Vehicle 

Monitoring and Control system) or any new system is obliged to feed VMACS or 

any new system with the appropriate data about any transportation loss and 

damage found and documented on a VLDR immediately.  The immediate input 

can help the LSP to prove that he does not use “pre-damage” as unjustified 

excuse but that the damage really was detected at the time of vehicle receipt and 

FORD can control the timing of the LSPs’ VMACS Input.    

 

3.3.4.1 Deliveries during regular opening hours   

For daytime deliveries during the regular compound opening hours the receiver 

should inspect the vehicles immediately (at First point of rest and before moving 

the vehicle) for transportation loss or damage and missing parts in the presence of 

the LSP as per the process noted earlier.  

 

Where complete or partial loss or damage was established, this must be noted in 

writing in the consignment note or other transport documents as qualifying 

provisos.  
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Where the VLDR has been signed by both parties (received and deliverer) this 

document will be deemed as official notification of damage and intent to claim to 

the carrier. At the same time, the document serves to determine liability for the 

damage as defined in the provisions of statute.   

 

3.3.4.2 Deliveries outside of regular opening hours 

Vehicles that are delivered outside business (that have been communicated by 

the compound operator) hours to a compound and in absence of the compound 

personnel to countercheck vehicles must be inspected and sent by the receiving 

compound to the delivering LSP and Claims Handling Agent before 16.00 (local 

time) on the next working day.  

 

All transportation damages and losses found during this delayed inspection must 

be documented on a VLDR.  

 

 If the damage is not communicated within the deadline set out within this 

document for Compound deliveries the compound operator is liable for the 

damage that occurs out of the delay of the claim for losses and/or damages.  

This damage notification will be kept by the compound operator and the Claims 

Handling Agent as proof that the documentation was sent before the deadline. 

 

3.3.5 Deliveries to the Dealer’s Premises  

(Some PDI centres are considered as Dealer premises and PDI staff as Dealer 

personnel , carrier to obtain information from claims agent).  

 

Driver’s should not have access to independent inspection data or share with 

destination dealers damages found during prior inspections. 

 

3.3.5.1 Delivery Point/ Unloading process 

The LSP must when delivering to the dealer’s premises unload vehicles and place 

vehicles in a safe and secure location that is agreed with the receiver that supports 

a full receiving inspection for transportation damage and loss. If there is no 

agreement about the delivery location the delivery has to take place at the nearest 

location that supports a safe and secure place to unload and inspect the vehicles. 
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During the unloading process all vehicles unloaded from the truck must be locked 

and keys handed over to receiving party. Vehicles must not be left unlocked with 

keys in the vehicle during the unloading process. 

 

If assistance is given by dealership personnel, it is done under the carrier’s 

responsibility and the carrier representative’s supervision.  The carrier will remain 

liable for any damage occurring during the unloading process. 

 

The dealer receiving a vehicle must inspect the vehicle immediately (at First point 

of rest and before moving the vehicle) and in the presence of the delivering truck 

driver (exception see 3.3.4.2 & 3.3.5.4). 

 

Without the prior consent of the Dealer, the LSP is not entitled to unload the 

vehicles on public roads, paths or yards/squares.  

 

Whenever the receiving dealer or his authorized personnel physically moves the 

vehicle the delivering LSP can refuse liability for any transportation damage or 

missing parts that have not been documented during the dealers inspection 

 

The exceptions to this are the following: 

 Late inspection as described in 3.3.4.2 & 3.3.5.4. 

 If the delivering LSP places a vehicle into a location that does not meet the 

above conditions, the dealers are allowed to move the vehicle to a location 

within their premises that facilitates a transportation damage and loss 

inspection. The LSP cannot reject liability for this movement before 

inspection. 

 A check of the vehicles is not possible owing to external circumstances, 

specifically due to their being soiled, or being completely or partly covered 

with ice or snow. 

 The LSP agrees due to the condition of the vehicle that the vehicle can be 

washed before inspected jointly 
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3.3.5.2 Identification of Transportation Damage 

If transportation damage(s) as defined in VLDR attachment 1 are found on delivery, 

the dealer must clearly note all those damages on the CMR/Consignment Note 

and carrier’s delivery documentation. The notation of damage on the delivery note 

and/or the VLDR by the dealer’s representative will be accepted as an intent to 

claim to the delivering carrier. 

 

If it is required that the VLDR form is filled in in case of transportation damages 

identified by the dealer or the PDI acting on behalf  of the dealer this is 

communicated by country or by case in advance either by the claims agent or 

Ford .  

 

If required VLDR forms have to be completed in block letters. Original and all 

copies have to be clearly legible. 

 

The LSP representative and the dealer must sign (and stamp if available) the 

documentation to confirm that damage was present on delivery (Only exception is 

late inspection as described in 3.3.8).  

 

In the event that it is not possible to check the vehicle/s upon delivery owing to 

external circumstances, e.g. darkness, weather influence, soiling, vehicles covered 

with ice or snow, the lack of opportunity to make checks must be noted on the 

CMR Consignment Note. 

 

The LSP representative has to confirm any transportation loss, partial loss or 

damage found by the dealer regardless if he is in possession of a VLDR about a 

pre-damage signed by another LSP and also in the consignment note or whether 

he believes it is a product finding.  

 

To recover the cost for repair of transportation loss or damages the dealer sends 

the endorsed delivery paperwork together with an estimate for repair and images 

to the Claims Handling Agent (as described under point 5.).  
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3.3.5.3 Deliveries during regular opening hours   

For daytime deliveries during the regular dealership opening hours the receiver 

should inspect the vehicles immediately (at First point of rest and before moving 

the vehicle) for transportation loss or damage and missing parts in the presence of 

the LSP as per the process noted earlier.  

Where complete or partial loss or damage was established, this must be noted in 

writing in the consignment note or other transport documents as qualifying 

provisos.  

 

Where the delivery / damage document (e. g. consignment note) has been signed 

by both parties (received and deliverer) this document will be deemed as official 

notification of damage and intent to claim to the carrier. At the same time, the 

document serves to determine liability for the damage as defined in the provisions 

of statute.   

 

3.3.5.4 Deliveries outside of regular opening hours 

Deliveries outside of regular business hours must be agreed between carrier and 

dealer in advance.    

 

All transportation damages and losses found during this delayed inspection must 

be documented on the CMR Consignment Note & delivery documentation (dealer 

delivery).  

 

For dealer deliveries the Claims Handling Agent on behalf of the dealer will send 

the damage documents before 17.00 (local time) the next working day by Email to 

the delivering LSP. 

 

 If the damage is not communicated within the deadline set out within this 

document for 

 Dealer deliveries respectively the receiving dealer cannot claim that Loss or 

Damage, unless he can prove that the loss or damage has not occurred 

during the period in his charge. The claims agent may accept the damage 

should there be a VLDR already available evidencing the same damage 

claimed by the dealer before dealer delivery 
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Vehicles stolen after LSP drop off and prior to dealer check in are the responsibility 

of the dealership. Dealers need to provide LSP with written instructions for drop 

offs, secure key drop box and a secure delivery (parking) area. 
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3.3.6 Vehicles’ condition prevents immediate full inspection 

 

3.3.6.1  Compound to carrier  

If the vehicles exterior condition does not permit an immediate full 

inspection (e.g. since the vehicle is covered with snow, ice or dirt) the plant 

or compound personnel has to put a remark on the shipping documents 

and VLDR. 

 

3.3.6.2 Carrier to Compounds 

In case a compound receives a vehicle in such a condition from a delivering LSP 

he must put this remark on the shipping documents (e.g. consignment note) and 

VLDR himself and request the delivering carrier to countersign this remark. 

 

Even if the vehicle exterior condition limits the inspection process an inspection for 

major damages as well as for missing parts must be made immediately, and the 

delivering carrier has to confirm damage found as per the normal process with a 

countersignature on the VLDR. The condition of the vehicle that is preventing a full 

inspection must be evidenced with a photograph or the reduced inspection will be 

refused. If the claims agent does not agree that the condition of the vehicle based 

on the photographs would stop the identification of damage, then the LSP will be 

made liable for any damage found by the next. 

 

A detailed inspection of the vehicle by the receiving compound then has always to 

take place before 11.00 am (local time) on the following working day or if due to be 

shipped earlier before onward transport.  If the vehicles’ condition still prevents a 

full inspection, the compound operator must photograph the condition of the 

vehicle and provide to the claims handling agent. 

 

All additional transportation damages found in this delayed inspection must be 

documented on a VLDR, CMR Consignment Note/ that has to be sent by the 

compound operator to the delivering LSP immediately. 
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For vehicles within the transportation chain, it is not permitted to wash vehicles 

unless authorised by Ford Quality department or the Claims Handling agent. All 

vehicles must be shipped onwards even in a dirty or snow covered condition after 

they are inspected for major damages and missing items. 

 

Should the vehicles conditions not appear to block a full inspection and the 

damage found would be visible during inspection the carrier will not be able to 

refuse liability. 

 

In the event the vehicle is in storage in the compound, in accordance with 

transport statue, hidden damages that are either not visible because the vehicle is 

covered in snow, ice or other similar conditions, the compound operator is 

permitted 5 working days to submit from delivery the notification of the hidden 

damage, which will be communicated to the delivering carrier. The delivering 

carrier will then accept liability unless any pre-damages have been noted. 

 

3.3.6.3  Dealers 

In case a dealer receives a vehicle in such a condition from a delivering LSP he 

must put this remark on the shipping documents (e.g. consignment note) himself 

and request the delivering carrier to countersign this remark. 

 

Even if the vehicle exterior condition limits the inspection process an inspection for 

major damages as well as for missing parts must be made immediately, and the 

delivering carrier has to confirm damage found as per the normal process with a 

countersignature on the VLDR. 

 

All additional transportation damages found in this delayed inspection must be 

documented on a CMR Consignment Note/delivery documentation that will be 

sent to the Claims Handling Agent and then by the Claims Handling Agent to the 

delivering LSP.  

 

3.3.6.4  Damages behind exterior panels 

For hidden damages behind exterior panels that are either not visible until 

dismantling of the vehicle or because the vehicle is covered in snow, ice or other 
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similar conditions, the dealer is permitted 5 working days to submit from delivery 

the notification of the hidden damage, which will be communicated from the 

dealer to the carrier by the Claims Handling Agent. The LSPs are liable for hidden 

damages where they have caused damage to any adjacent or parts in front of the 

hidden part (LSP damages the bumper and grill, would be liable for any damage to 

the behind then within the engine compartment). 

 

3.3.7 Surveyor / Inspection reports 

The carriers delivering to the dealer network will be provided the opportunity by 

the Claims Handling Agent to inspect all vehicles where damages were identified 

before repair work is authorised. The carrier can confirm that an inspection is 

required within a specific time period as per the intent to claim notification 

(normally 2 workings days from receipt of the intent to claim). 

 

Depending on the amount claimed or the extent to the damage notified by the 

dealer an independent surveyor may be required to inspect the vehicle. The 

surveyors’ report is binding for both parties when the inspectors estimated costs 

are based on the use of an approved Ford repairer and the associated approved 

labour, parts, paints and materials where the vehicle is located.  

 

3.3.8 Exceptions to the dealer delivery regulations 

Any national exceptions to the regulations in chapters 3.3.5 to 3.3.9 will be 

communicated in writing either by Ford or the claims agent. 

 

3.4 Modification of Delivery Process  

Any plan to implement modification to the process described in this procedure 

requires prior written approval by Ford. 

 

In principle Ford would accept and welcome the implementation of such systems 

with the following conditions and sufficient evidence of the following items, which 

facilitated Ford to conduct a thorough review:  

 System must provide onsite print capability to ensure mutually accepted 

legally binding paper document is produced 
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 At the end of the delivery process the handover protocol is always printed 

and both dealer and Claims Handing Agent receive a copy per email or 

agreement has been made between claims agent, dealer and carrier that 

the electronic copy is sufficient     

 System must guarantee that the printed documentation and the 

electronically held data contains the same legally relevant data as the 

consignment  

 System must guarantee consistency between printed documentation if 

printed at  handover and electronic records  

 A detailed description/ cross reference of the planned printout and data 

held electronically   

 System must use the same damage codes as used at Ford (currently AIAG 

codes) or a code set agreed with the Claims agent , and capable to change 

over to a revised set of codes / data if the Ford process is modified  

 System must guarantee that where dealer is given access to carrier system 

over the web only dealer specific data is made available and no pre VLDR 

damage claim data and data is protected against unauthorized access.  

 System must guarantee that data relating to Ford vehicles cannot be 

accessed by and other company / organisation or person except Ford, the 

dealer whose vehicles were transported and the Claims Handling Agent 

nominated by Ford  

 Confirmation that access by Ford and the appointed Claims Handling Agent 

to all data relating to Ford vehicles will be granted 

 Details / certificate how data protection and security is ensured  

 System is backed up in case the system is not working to be the original 

paper process 

 Agreement that process for deliveries out of dealer business hours is 

unchanged 

 Clarification if any data can be added after the fact e.g. for night deliveries  

 

Any further modifications need approval by Ford.   
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3.5 Damages during Transportation or Storage 

All vehicles that incur transportation damage or loss within the transport chain 

must be shipped to their final destination. The only exceptions to this, which permit 

stop shipment due to transportation damage, are the following: 

o Where shipping will cause further damage to the vehicle 

o Where the condition of the vehicles stops onward shipping (e.g. flat tyre) 

o When it is not safe to the transportation company or the public to do so 

o Actual or potential Total losses 

o Shipments to markets which operate damage free shipment policy. e.g. 

markets handled by Ford Trading company   

o Damages and losses caused by criminal actions (e. g. theft) which make a 

police inspection necessary.  

o Catastrophic losses affecting more than 30 units in a single event  

 

If the vehicle meets the above damage stop shipment conditions, written 

instructions must be requested from the Claims Handling Agent and the 

appropriate FORD Vehicle Operations, Quality and Technical Planning Department 

in Ford of Europe within 24 hours working hours. 

 

If all damages are repaired before (authorised by the Claims Handling Agent) 

onward transport the corresponding VLDR should not be left in the car. However if 

some damages are not repaired both repaired and non-repaired must be noted 

on the VLDR and remain in the vehicle until handover to the last carrier  . The VLDR 

must not be handed over to the dealer  

 

3.6 VHC or Temporary Storage 

Vehicles are temporarily stored in selected markets under the Vehicle Holding 

Centre (VHC) scheme, regulated by separate contracts; however the inspection 

process as defined in section 3.3.4 still must be followed. 

 

Beyond this storage of vehicles can only be requested by either a dealer or by the 

NSC directly from a Compound Agent located near to the final market and the 

conditions should be agreed in a separate contract between NSC/dealer and the 

Compound Agent.  
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As long as no separate agreement has been settled between the NSC/dealer and 

the Compound Operator a storage-document has to be completed.  

 

3.6.1 Damages Identified on entry to a VHC or temporary 

storage 

Damages or losses of parts occurring during storage have to be remarked on the 

storage-document as well as on the VLDR as „storage-damages “indicating if the 

storage was part of the delivery process or on behalf of the dealers’ request.  

 

3.6.2 Damages occurring during storage 

Any damage noted on a VLDR for vehicles entering a VHC must be provided the 

claims handling agent by the VHC operator within 7 working days of receipt.  

 

If any vehicle has damage that could get progressively worse during storage in a 

VHC, the VLDR and photos of the damage must be provided to the Claims 

Handling Agent within 24hrs of receipt. For example; vehicles with broken 

windows or scratches to the base metal. 

 

3.7 Substandard units 

Ford classes vehicles as sub-standard when a vehicle cannot be repaired to an ‘as 

new standard’ and therefore cannot be sold as new or with a full warranty.  

The following are conditions for categorising a vehicle as ‘sub-standard / non 

new’: 

 Severe transportation damage which means the vehicle cannot be sold 'as 

new'.  

 Damage which requires any of the following repair methods: 

o  Frame straightening 

o Cutting or welding of the quarter panel or roof 

o Re-strengthening of a deformed body structure or inserting body 

reinforcements 
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 Damage which has affected to an indeterminate degree the vehicles 

mechanical and chassis components, such damage rendering the vehicle 

to be repaired only to a Sub-standard condition.  

 A vehicle will also fall within this category if damage is to base metal on fixed 

panels and requires re-painting for an area greater than 20 sq cms. 

 Where glass damage has caused fragments to be distributed throughout 

the vehicle which may have infiltrated heater vents and dashboard orifices 

as well as the majority of seating within the vehicle. This damage is usually 

caused when a vehicle is being transported at speed and usually results in 

collateral damage to the paintwork. 

 All vehicles that have been stolen and subsequently recovered from within 

the delivery supply chain, between the manufacturing plant and the dealer 

(must be disclosed to the customer that vehicles is recovered stolen 

vehicle). 

 

The Claims Handling Agent will arrange for a surveyor to attend the vehicle location 

to inspect and confirm the damage, repairs and classification of the vehicle. 

 

In the event a vehicle is identified as a potential sub-standard on delivery to the 

dealer, the dealer must inform the Claims Handling Agent on submission of the 

claim.  

 

A decrease in the vehicles' market value is generally not reimbursed for minor 

damage or damage that can be remedied without any consequences.  

 

If the vehicle is deemed substandard depreciation will only be provided to the 

dealer, once the independent inspector’s report has detailed the depreciation 

amount, which has been agreed by the Claims Handling Agent.  

 

3.8 Total losses, total damages and extraordinary events 

Total Loss / Scrap units are those that are severely damaged beyond the 

conditions listed as above in section 3.5. 
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The following considerations are made when declaring a vehicle a write-off: 

 

 Commercial value –  Uneconomical to repair where the repair costs exceed 

60% of the insured vehicle value (Dealer wholesale invoice amount) 

 Technical – Procedures required to repair the vehicle 

 Brand Integrity – Can the vehicle potentially have an impact on the 

reputation of Ford and/or their distributors 

 Vehicle Integrity – Does the damage change the vehicle’s integrity (chassis, 

body pillar etc., an accident where the airbag has deployed and has any 

serious ingress of water affected the ECU) 

 

Damages such as hail, storm, fire or contamination the LSP has to notify the NSC, 

the Claims Handling Agent and appropriate FORD Vehicle Operations, Quality and 

Technical Planning Department in Ford of Europe immediately per telephone and 

in detailed written form (e.g. per e-mail or Fax) within 24 hours. 

 

3.9 Theft/Stolen or Vandalised Vehicles 

Carrier should report vehicles missing, stolen or vandalised vehicles immediately 

to: 

 The Claims Handling Agent and Ford EVL 

 Local police department 

 

The carrier should confirm in writing with the Claims Handling Agent that ALL 

notifications were made and supply the following: 

 Detail as much of the incident as possible 

 Copy of the police report  

 

Recovered vehicles must be reported to the Claims Handling Agent and Ford EVL 

immediately. 

 

Missing or Stolen units that are not returned will be categorised as total loss units. 
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Stolen units that are later recovered will not be sold as NEW and are subject to the 

substandard unit process 
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4 Liability 

4.1 Liability Summary 

Liability depends on the arrangements set forth in the Master Service Agreement 

for transportation services and these VLDR Guidelines.  

 

4.1.1 Transportation Damage, without dealer repair 

On occasion a dealer/repairer may decide not to repair the vehicle for commercial 

reasons and sell the vehicle in a damaged condition. In these cases the LSP is 

liable for compensation on the basis of the estimated costs of repair as approved 

by the Claims Handling Agent, and any other direct outlay such but not limited to 

depreciation or claims administration fees or other costs by Ford in order to affect 

the sale or otherwise handling of the damaged vehicle. 

 

 

4.1.2 Repair costs (non-total loss / non substandard damages) 

The LSP’s liability for damage to or loss of any vehicle or part of a vehicle is limited 

to 100% of the final repair cost or the estimated repair cost at the physical repair 

location as approved by the Claims Handling Agent or confirmed by an external 

surveyor and any other direct outlay such as but not limited to depreciation or 

claims administration fees or other costs by Ford in order to affect the sale or 

otherwise handling of the damaged vehicle. The claims agent is responsible to 

approve amounts to the dealer or repairer that cover the true costs of the damage 

dealer. 

 

4.1.3 Substandard units     

In the case of a ‘substandard’ unit the LSP’s liability is limited to 100% of the final 

repair costs and the costs for transportation services, depreciation of vehicle 

value, transportation cost to the appropriate sub-standard repairer, depreciation 

claims administration fee, inspection survey and any other direct outlay such as 

but not limited to other costs incurred by Ford in order to affect the sale or 

otherwise handling of the damaged vehicle. 
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4.1.4 Total Loss 

In the case of a ‘write off / total loss’ the LSP’s liability is limited to 100% of the 

vehicle value and freight costs as shown on the dealer wholesale invoice relating 

to the subject value and any additional outlays in the disposal of the vehicle such 

but not limited to depreciation, claims administration fee, inspection survey, 

transportation, and reasonable costs incurred by Ford in order to effect the sale or 

otherwise dispose of the damaged vehicle, minus salvage value recovered by 

Ford. 

 

 

4.1.5 Depreciation 

If, in the event of damage and a decrease in value occurs, The LSP shall be liable  

for compensation for the reduced market value in addition to claims 

compensation. This compensation shall be paid on request of Ford or its claims 

agent. The reduced market value shall be established by a claims agent or expert 

determined appointed by Ford or the claims agent.  

 

4.1.6 Reoccurring or continuous damage or loss 

The LSP has an obligation on receipt of communication from Ford or the Claims 

Handling Agent of a re-occurring (over continuous deliveries or over frequent 

deliveries) damage or loss to over 25 % of the transported units on a particular 

load, such as, but not limited to: Contamination, theft, transportation loss or 

damage to complete the following: 

 Investigate the source of the damage immediately and over the next 

shipment on the same route 

 Issue a full report highlighting the findings and next actions within 5 working 

days of completing the investigation 

 Put in place actions to eliminate or remove the cause of the loss before the 

2nd transport after completing the investigation 
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If the LSP does not complete these actions and cannot eliminate the cause, the 

LSP will be held fully liable for any loss or damage associated with the reoccurring 

or continuous damage. 

 

4.2 Quantum disputes 

Claims costs are reviewed and validated by Ford and/or external expert claims 

agencies to ensure compliance with Ford Guidelines.  

 

The LSP can only dispute / negotiate claims costs when they can provide 

substantiated evidence that the repair could have been performed at lower costs 

in accordance with the Ford guidelines and to the Ford approved cost levels within 

the response deadline time period.  

 

If the LSP receives the claim at the estimate stage they must respond to the 

estimate with notification of estimate rejection. If he has not responded to the 

intent to claim at estimate stage (either initial or supplementary estimate) he can 

only respond to the final costs with rejection for the amount over and above the 

original / amended estimate.  

 

4.3 Legal Action 

Before initiating any legal action or similar measures based on damage and/or the 

complete or partial loss of vehicles on the occasion of any vehicle transport, the 

parties affected should, wherever possible, attempt to obtain an amicable and 

extrajudicial settlement of the dispute. 
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5 Transportation Claims Process 

To reimburse the cost for repair of transportation damages or for replacement of 

missing parts the dealer / repairer has to send his damage documentation (that 

has to be countersigned by the delivering truck carrier) and/or the freight 

document to the Claims Handling Agent or in absence of such directly to their local 

NSC. 

 

The Claims Handling Agent (or the NSC directly) compensates the dealer first, then 

requests the compensation of the dealer’s repair cost from the last LSP in the 

transportation chain that cannot relieve himself of liability by providing a completed 

VLDR and consignment note (e.g. CMR) proving that the damage or loss was 

caused before he took over the vehicle as described above. 

 

A direct compensation to the dealer by the LSP is not allowed.  

 

5.1 Intent to Claim Process 

5.1.1 LSP delivering to the dealer premises 

5.1.1.1 Receiving Claims Agent Intent to Claims 

Depending on the process employed in the Country by the Claims Handling Agent, 

one of two processes will be followed: 

1) The Claims Agent will email the responsible LSP an official intent to claim on 

the same day as receipt from the claiming dealer/repairer, before the 

vehicle has been authorised for repair* 

2) The process will match the process for LSPs not delivering to the dealer as 

described in 5.1.2 

 

*On occasions intents to claims will be submitted not on the same day to the 

carrier or claims may also be sent where no intent to claim documents were sent 

in advance. These claims must be accepted by the carrier if they are liable for the 

damage according to the mutually signed claim documentation.  
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5.1.1.2 Responding to Claims Agent Intent to Claims 

On receipt of the intent to claim the LSP must respond within 2 working days of 

receipt to confirm acceptance of liability, or rejection of the claim. If an inspection is 

required this should be completed within the 2 working day time period. If an 

extension of the inspection timeframe is required it must be agreed with the 

dealer. Please contact the Claims Handling Agent to detail the time and date of the 

inspection and who at the dealership agreed the extension.  If the claim is rejected 

the LSP must supply supporting evidence e.g. countersigned pre damage VLDR 

within 2 working days of the rejection.  

 

If the vehicle is inspected by the LSP or LSP’s surveyor, any revised estimate 

figures must be sent to the claims Handling Agent on the next working day after 

the inspection. 

 

Following the response from the LSP, the claims Handling Agent will authorise the 

repair to commence with the dealer. 

 

IMPORTANT 

If the LSP does not respond within 2 working days, the Claims Handling Agent will 

assume the LSP is in agreement and accept liability and the repair costs. The 

Claims Handling Agent will then authorise for repairs to commence on the third 

working day. 

 

5.1.2 LSPs not delivering to the dealer premises 

In most cases the LSP will not be provided notification of the claim until the vehicle 

has been validated by the Claims Handling Agent and repaired by the repairer. 

However, on occasion when the documentation that evidences the non-dealer 

delivering LSP is liable on delivery, the claim will follow section 5.1.1 & 5.1.2 and 

LSPs must abide to the guidelines set out within that section. 
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5.2 Recovery Stage & Recovery Batches (Agreement to Invoice) 

At recovery stage once the vehicle has been repaired (after Intent to claim 

process 5.1 if applicable), the dealer/repairer has been compensated the Claims 

Handling Agent will send a recovery batch for the LSP approval to invoice. 

 

A recovery batch is a consolidated list of claims for vehicles that have been 

damaged by the LSP that will be sent by the Claims Handling Agent to the LSP for 

approval to invoice for the loss. 

 

5.2.1 Documents required in Recovery Batch 

The following documentation (unless already provided during section 5.1) will be 

provided by Claims Handling Agent to support the transportation damage or loss 

claim with the unique recovery batch reference number:  

 Electronic Copy of: 

o CMR or national consignment note and/or Delivery documentation 

(dealer delivering carriers) 

o Ford VLDR (non-dealer delivering LSPs) 

o Repair estimate (& any supplementary estimate if applicable) 

o Repair Invoice 

o Inspection report (total loss or substandard units) 

 Excel spread sheet containing 

o VIN 

o Recovery Batch number 

o Area of damage 

o Type of damage 

o Value of claim 

o Port of discharge (if requested by sea carrier and approved by Ford) 

o Date of discharge (if requested by sea carrier and approved by Ford) 

 

On occasion the Claims Handling Agent may provide additional documentation, 

however LSPs cannot reject or delay a claim or invoice payment due to the 

absence or non-provision of any documentation that is not listed above. 
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5.2.2 Responding to Recovery Batches 

All carriers must respond to claims batches submitted by the Claims Handling 

Agent within 1 month of the receipt (date the batch hit the inbox or date batch 

made available online) of recovery batch: 

 

5.2.2.1 Where all data and documents provided for a claim are correct 

The LSP’s response must confirm acceptance, querying or rejection with 

supporting reason for all claims within the recovery batch. 

 

If the rejection reason is pre-load damage, the VLDR must be provided within 1 

week of the pre-load rejection. Until the VLDR is provided the carrier remains fully 

liable for the damage or loss. 

 

5.2.2.2 Rejected or Queried Claims 

The claims agent will respond to the rejected or queried claims as soon as 

possible, but at least within 1 month of receipt. On receipt of the response from the 

Claims Handling Agent the LSP must review and respond to the response within 5 

working days. 

 

5.2.2.3 Where there is some missing or incorrect information for a claim 

The LSPs response must advise what is missing or wrong requesting an update to 

the data. 

 

The updated data will be provided within 1 week of the request by the Claims 

Handling Agent. 

 

 On provision of the missing documentation (non-total losses): 

o If more than 5 working days before 1 month deadline, The LSP must 

respond within original deadline 

o If less that 5 working days before 1 month deadline, The LSP can 

have an extension of 5 working days to respond 

 

 On provision of the missing documentation ( total losses): 
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o The LSP is permitted an additional 30 days to respond to the binder 

from submission of the missing documents. 

 

For clarity, if one claim in a binder of many claims has missing or incorrect data, this 

requires all other claims that have correct information to be responded to within 

the 1 month time period 

 

5.2.2.4 LSP Failure to Respond to a Recovery Batch 

If the LSP fails to respond to the recovery batch within the timeframe required and 

the Claims Handling Agent or Ford have informed the carrier that they have failed 

to respond and provided a warning in advance, the lack of response will be taken 

as acceptance of the recovery batch in full. 

 

The Claims Handling Agent will then invoice the recovery batch in full and the LSP 

will not be able to relief themselves of liability. 

 

5.2.2.5 LSP Failure to Support Recovery Batch Rejections 

If the LSP fails to support his rejection during the recovery batch process, the LSP 

is not able to relieve himself of liability. 

 

If the LSP relies on a pre-load defence to liability, the completed VLDR must be 

provided within 1 week of pre-load rejection (as above). If the LSP fails to provide 

the VLDR in a timely fashion, which causes any claim to be time barred against the 

pre-load carrier, the LSP cannot relieve himself from liability even in the presence 

of a completed VLDR. 

 

5.3 Invoicing of Transportation Loss and Damage 

Once the process as detailed in section 5.2 have been completed either the 

Claims Handling Agent or Ford will invoice the LSP for the accepted claims or un-

responded to claims. The invoice will include all applicable claims per batch and will 

provide a breakdown of individual VINs and costs within or as an attachment. 

 

The invoice to the liable party will always in the same currency of the 

compensation payment to the repairer as per the repair invoice. 
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5.3.1 Partial Invoicing of Recovery Batch 

A recovery batch does not have to be agreed in full before invoicing by the Claims 

Handling Agent or Ford and payment by the LSP to be completed.  The claims 

agent and Ford are entitled to invoice the LSP for any claims (VIN / Chassis) 

accepted in full (all damages and parts accepted) even in the instance that other 

claims on the binder may not be accepted or in query. The recovery batch will be 

partial invoiced if some claims within a binder have been accepted, but some have 

remained in negotiation for a period of 30 days from the carriers initial  recovery 

batch response. 

 

For example: 

Binder FMC/0001 

VIN 00001 = Front Bumper / Scratch - €500 accepted in full 

VIN 00002 = Roof / Dent - €1,000 accepted in full 

VIN 00003 = Driver door / Dent - €1,000 under negotiation  

VIN 00003 = Bonnet / Chip - €200 under negotiation  

 

The Claims Handling Agent or Ford is able to invoice for €1,500 (VIN 00001 and VIN 

00002) as the claims are completed, but as the claims for VIN 00003 and VIN 

00004 are incomplete they cannot be invoiced. 

 

5.3.2 Payment of Invoiced Transportation Loss or Damage 

All invoices must be paid within 60 days of receipt.  

 

All payments for recovery compensation must quote the invoice number to enable 

the payment to be reconciled. 

 

5.3.2.1 Payment in foreign currency  

If the carrier is unable to pay the Claims Handling Agent in the currency the invoice 

is issued in, the liable party has to ensure that when sending a currency other than 

that shown on the invoice, the amount received by the Claims Handling Agent 
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must equal that show on the invoice after an exchange rate and conversion rates 

are applied. 

 

Any shortfalls associated with exchange rates or conversion changes by the 

sender’s bank must be reimbursed to the Claims Handling Agent. 

 

6 Inspection Data Provision of LSPs  

6.1 VLDRs 

Once a week all VLDRs raised must be submitted to the markets’ respective 

claims mail box (see attachment 4) as a PDF with the 17 digit VIN labelling each 

document and within the main body of the email. 

 

6.2 Electronic Inspection Data 

All inspection data obtained identifying transportation damage and loss on vehicles 

prior to accepting the vehicle by LSPs must be provided in an excel format to the 

markets’ respective claims mail box (see attachment 4), including the following 

items on a daily basis: 

 VIN number (17 digits) 

 Arrival date  into  compound or take over by carrier (DD/MM/YYYY)   

 Date of inspection (DD/MM/YYYY) 

 Delivering carrier (for compound operators) 

 Sending compound (for receiving carriers) 

 Mode of transport of delivering carrier (Truck, Rail, Vessel) 

 Area of damage (Ford VLDR code) 

 Type of damage (Ford VLDR code) 

 Severity (Ford VLDR code) 

 

The provision of electronic data does not remove any liability until the 

countersigned VLDR is provided. 
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7 Changes to the Ford Guideline for Vehicle Distribution, 

Severability 

Should any of the sections or clauses within this Guideline be amended they will be 

communicated in advance of implementation date of the new clause. 

 

The validity or unenforceability of any provision of this Guideline shall not affect the 

validity or enforceability of any other provision of this Guideline, which shall remain 

in full force and effect. 
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Attachment 1 Transport Damage Definition 

 

The following list gives information about Transportation Losses and Damages and about those ones which have to be excluded 

Transportation Loss & Damage 

 

Not Transportation Loss & Damage 

 

 

- Scratches  

- in cases where the paint has been penetrated to base 

coat (primer) or base metal. 

- under protection (wrap guard, alloy covers etc.), where 

protection is damaged 

 

 

 

- Scratches 

- which can be polished out. 

- obviously resulting from Manufacturing  

- under protection (wrap guard, alloy covers etc.), where protection 

is undamaged 

 

- Light Scratches and Chips (not to base coat) in low visibility areas 

which are so small that they can be rectified by brush touch-up. 

 

- Chips 

- under protection, where protection is damaged 

 

- Chips 

- clearly resulting from broken paint nibs or runs in forward portion 

of door openings (hinge-side) 

- inner edges of hoods, doors and luggage lids 

- panel joints such as spoiler to lower panel of fenders 

- under protection, where protection is undamaged 
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- Dents (outwards to inwards ) 

- Under protection, where protection is undamaged and 

paint is undamaged 

 

- Surface Faults due to welding, tool or grinder marks. 

- Under protection, where protection is undamaged and paint is 

damaged 

- Repetitive Dents in same location on all vehicles except when 

associated with typical transport damage. 

- which could not be caused without damage to other such as 

behind bumpers. 

- Small Dings (from inwards to outwards) 

 

 

- Glass,  broken, cracked or visible scratches  

 

- Glass 

- Discoloration 

- Stress cracks from beneath the screen 
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– Interior Soiling such as dirty seats and trim 
   

– Soiling such as adhesive and sealing materials. 

 

- Soiling / Contamination on surface causing paint damage 

 

 

- Soiling / Contamination 

- which are not aggressive to surface 

- under wrap guard 

 

 

– Missing Items 

- All loose items mentioned on the loose part checklist/ 

sticker  

- Loose part checklist or sticker itself except for KA ex Tychy 

and vehicles ex  Craiova and Ranger ex Silverton   

- Plastic bag with loose items, if applicable 

- Plastic bag no longer sealed and parts missing according  

to list from inside the bag  

- All items attached to the exterior of the vehicle including 

but not limited to: Wiper blades, aerials etc.) if identified as 

loss during transportation  

- Keys – At least two keys (unless communicated different) 

are present in all vehicles and are cable tied together 

 

 

– Missing Items 

- Broken seat protection or carpet protection. 

- Ancillary parts such as license plate fasteners which are loose 

inside the vehicles. 

-    All items attached to the exterior of the vehicle  due to miss build  

 

– Any other Damage 

– Broken parts, paint abrasions by lashing. 

– Cuts or severe abrasions on tyres. 

– Physically broken keys  

 

– Any other Damage 

- Bad finish or installation. 

- Slight bumper misalignment without evidence of contact. 

- Misaligned stripes or other ornamentation. 

- Misaligned body panels without evidence of visible damage. 
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Attachment 2  ORDERING OF BLANCO VLDR FORMS  

FOR CARRIERS: 

 

 

Ford of Germany:   Forms Stores Cologne  D-NB/FNW-300  

Mrs. R Welk  rpetrovi@ford.com 

Mr. K Welk  kwelk@ford.com 

 

Ford of Spain: Vehicle Transportation Quality  Department 

E-AO/STV   Mr. R. Serrano rserrano@ford.com 

 

Ford of France: Claims agent  avaries@sogecotra.fr 

 

 

mailto:rpetrovi@ford.com
mailto:rserrano@ford.com
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Attachment 3 – Guide for Photographs 

The procedure for transit damage claims submission now includes the requirement to provide 

photographic evidence of the damage claimed. Failure to provide clear pictures in line with these 

guidelines may delay the acceptance and authorisation of the claim.  

 

Please ensure the image is in focus and the damage is visible. A minimum of four photographs 

should be taken per damage. These should include: 

1. The VIN number 

2. Overview of vehicle at point of delivery   

3.  Damage area (i.e. from 1 metre away)  

4.  Damage (i.e. close up image) 

 

The Claims Agent can provide a calibration measurement guide (Picture 4) which if used should be 

held next to the damage. For measurement guides please contact the Claims Agent and a guide/s 

will be sent direct to you via the post. 

 

  

  Picture 1 

 

  VIN NUMBER 

  

  Picture 2   

 

  Overview pictures of vehicle delivery at point of delivery   

  

  Picture 3 

  

  DAMAGE AREA 

  From 1 metre away 

  

  Picture 4 

 

  DAMAGE 

  With Calibration Measurement Guide 

 

 

The photographs should be taken on a digital camera preferably with 5 mega pixels or more.  

 

Before the images are submitted to the Claims Agent please ensure that they are re-sized on your 

PC. The optimum image should be resized to 640 x 480 px. Please note 

this is the maximum the size images should be. Smaller image sizes are 

also suitable. All files should be saved as a .jpg file. 

 

If the photographs are of good quality 640 x 480 is an acceptable size to 

submit to ensure that mail size is kept to a minimum. It is recommended 

that you do not delete your high spec images until your claim has been 

approved in the event that the high spec images are required.   

 
Here is an example of a poor quality photograph, the photograph is out of 

focus and the damage is not visible. It is impossible to tell the severity of this damage.



 

 

FORD VLDR-Guideline Feb 2014                  Page 52 of 56 

 

Attachment 4 - Transportation Stakeholder Contacts 

Transportation Damage  
Please see the below contact list for all transportation damage issues, which may include:  

 Claims and liability handover process issues / queries  

 Immoveable vehicles due to transport damage (flat tyre, etc.)  

 Major storm events / Catastrophic events (Hail, Flood, Contamination etc.)  

 Potential total losses and stolen vehicles within the transport chain  

 
Destination Contact Point Email Telephone 

Austria Urszula Jakubowska urszula.jakubowska@sevatas.com +49 221 9229 30204 

Belgium Nick Richardson nick.richardson@sevatas.com +44 (0)1473 346062 

Britain (U.K.) Anna Robrandt anna.robrandt@sevatas.com +44 (0)1473 346076 

Czech Republic Urszula Jakubowska urszula.jakubowska@sevatas.com +49 221 9229 30204 

Denmark Nick Richardson nick.richardson@sevatas.com +44 (0)1473 346062 

EDM Charlotte Moorcroft charlotte.moorcroft@sevatas.com +44 (0)1473 346084 

Finland Nick Richardson nick.richardson@sevatas.com +44 (0)1473 346062 

France Evelyne Peneaud avaries@sogecotra.fr +33 (0)1 30 15 54 90 

FTC (export 

markets) 
Charlotte Moorcroft charlotte.moorcroft@sevatas.com +44 (0)1473 346084 

Germany Rainer Geuss rainer.geuss@sevatas.com +49 221 90 19385 

Greece Charlotte Moorcroft charlotte.moorcroft@sevatas.com +44 (0)1473 346084 

Hungary Urszula Jakubowska urszula.jakubowska@sevatas.com +49 221 9229 30204 

Ireland Anna Robrandt anna.robrandt@sevatas.com +44 (0)1473 346076 

Italy Charlotte Moorcroft charlotte.moorcroft@sevatas.com +44 (0)1473 346084 

Netherlands Nick Richardson nick.richardson@sevatas.com +44 (0)1473 346062 

Norway Nick Richardson nick.richardson@sevatas.com +44 (0)1473 346062 

Poland Urszula Jakubowska urszula.jakubowska@sevatas.com +49 221 9229 30204 

Portugal Antonio Coelho acoelho3@ford.com +351 (0)213 122430 

Romania Charlotte Moorcroft charlotte.moorcroft@sevatas.com +44 (0)1473 346084 

Russia DKD Urszula Jakubowska urszula.jakubowska@sevatas.com +49 221 9229 30204 

Russia Pavel Pistun pavel.pistun@sevatas.ru +7 (495) 287 4806 

Spain Mari Carmen Valero carmen.valero@aon.es +34 (0)961 369730 

Sweden Nick Richardson nick.richardson@sevatas.com +44 (0)1473 346062 

Switzerland Charlotte Moorcroft charlotte.moorcroft@sevatas.com +44 (0)1473 346084 

Turkey Kubra Savas ksavas1@ford.com.tr +90 (0)262 315 5451 

 

  

mailto:charlotte.moorcroft@sevatas.com
mailto:avaries@sogecotra.fr
mailto:charlotte.moorcroft@sevatas.com
mailto:rainer.geuss@sevatas.com
mailto:charlotte.moorcroft@sevatas.com
mailto:charlotte.moorcroft@sevatas.com
mailto:acoelho3@ford.com
mailto:charlotte.moorcroft@sevatas.com
mailto:pavel.pistun@sevatas.ru
mailto:carmen.valero@aon.es
mailto:charlotte.moorcroft@sevatas.com
mailto:ksavas1@ford.com.tr
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Non-Transportation Damage  
Queries for technical issues (non-transportation damage) for vehicles in the transport 

chain must be directed to evlquali@ford.com. Technical issues could include:  

 Flat batteries  

 No fuel   
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Attachment 5 – Example VLDR Forms 
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