CBC Claim Procedure
A claim procedure is the process of handling customer claims related to lost, damaged, delayed, incorrect, or missing shipments/orders in.  Once verification is completed, claims will be forwarded to the respective carriers for approval and refund processing.
When is an Item Considered Lost?
An item will be considered lost if:
1. There has been no tracking update for 14 days.
2. The shipment has a “Lost” or “Destroyed” scan status.
Eligibility Criteria
The item must have an in-country scan by one of our carriers.  If there is no physical scan in the USA from our carrier network, the item will not be eligible for a claim, as the shipment has not been received by us.  
The following carrier-specific conditions must also be met:
OSM
· No movement for 30 days from the last scan.
· If there is a USPS scan on the parcel, the item will not be eligible for compensation. 
· Claims must be filed 60 days after the last scan.
All others
· Claims must be filed within 21 days of the first scan.
Required Documents
The following documents are required to process a claim:
1. Tracking reference or shipment reference number
2. Completed claim form
3. Customer invoice (in USD) showing the replacement value
4. Insurance details, if available (carrier-specific requirement)
CBC SLA (Service Level Agreement)
Refund processing timelines depend on the carrier selected.
	Process Stage
	Timeline

	Claim acknowledgement
	Within 24 hours

	Initial investigation
	2–3 business days

	Final resolution
	5–25 business days

	Refund processing
	1–5 business days



