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What to do if a Load is Rejected?

Aload can be rightfully rejected for several reasons, such as the goods
were not delivered at the agreed-upon time or shifted in transit and
were damaged. When a load is wrongfully rejected by the consignee,
such as rejecting the load due to alleged temperature abuse, missing
seals, etc., this can create an uncomfortable and stressful situation
for your driver as he/she is left to deal with an unsatisfied customer.

In many cases, drivers are not allowed on the dock, so they may not
even get the chance to contest the allegation. In other cases, your
driver may be gone before word arrives that the load was rejected.
Drivers must always ensure that a signed bill of lading is received upon
delivery. If the bill of lading is signed by the receiver with comments
like, “damages, shortages, overages, subject to inspection” or similar
comments, the driver must always inspect the problem, take photos
and report the issue to their carrier before departing.

No matter the reason for rejection, if you feel a load is being wrongfully
rejected, report the incident immediately to your insurance company.
A claims adjuster should try to work with the shipping parties in
hopes they will reconsider acceptance of the load so a claim can
be prevented. If this is not possible, your insurer may assign an

independent adjuster to go to the site and inspect the cargo. Perhaps
the cargo can be salvaged to minimize the severity of the claim. If
potential fraud is detected, your insurer may pursue other legal
options.

As soon as the load is rejected, instruct your driver to visually inspect
the cargo, take pictures, and then immediately re-seal the trailer. The
shipping parties may assert that the lack of a seal has jeopardized
the chain of custody and may refuse the load on this basis alone. If
you have someone at the dock who can witness the new seal being
placed on the trailer, try to get that person to sign off on the new seal
number and date/time the seal was placed on the trailer.

If no one on the dock is available or willing to assist, the driver could
use his or her mobile phone to video record placing the new seal
on the trailer. Also, be sure to provide drivers with extra seals and
padlocks. If they run out of seals, instruct them to ask the consignee
for one. If there are none available, ensure a padlock is on the trailer
at a minimum.

CALLTOACTION
+ Develop a procedure for handling rejected loads and train
operations personnel on this procedure.

+ Track all claims, determine the root cause of any late-reported
incidents and take corrective action.

+ Integrate claim reporting in the performance appraisal of all
operations personnel.

+ Develop a disciplinary policy for all preventable, late-reported
claims.

Note: These lists are not intended to be all-inclusive.

This material is intended to be a broad overview of the subject matter and is provided for informational purposes only. Old Republic Insurance Company of Canada does not provide legal advice
to its customers, nor does it advise insureds on employment-related issues. Therefore, the subject matter is not intended to serve as legal or employment advice for any issue(s) that may arise in
the operations of its insureds. Legal advice should always be sought from the insured's legal counsel. Old Republic Insurance Company of Canada shall have neither liability nor responsibility to
any person or entity with respect to any loss, action, or inaction alleged to be caused directly or indirectly as a result of the information contained herein.

Used with permission by Great West Casualty Company.
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Knowledge Verification

Driver's Name: Emp/Unit #:

Please answer, and forward a completed copy to your Safety Department/Safety Representative.

1. If a receiver rejects a load, the driver must always inspect the load and take photos. [ True
2. Drivers must report all load rejections to their carrier and the insurance company. [ True
3. When a load is rejected, it is always the driver's fault. [ True
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