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PIXELLE SPECIALTY SOLUTIONS WET PAPER AND DAMAGE POLICY

It is the responsibility of the consignee to
thoroughly inspect each shipment immediately
upon arrival while the driver is still on site. Any
damage that is not of a concealed nature must

be noted on the carrier’s delivery receipt, aka the
Bill of Lading (BOL) or Proof of Delivery (POD).
The truck driver must acknowledge the wet/
damaged condition by signing the BOL/POD and
should contact their trucking company dispatcher
immediately. For LTL carriers the driver must get
an “exception number” from their dispatcher that
needs to be written on the POD/BOL.

A signed packlist is not acceptable, even if the
driver signs it, as it is not a legal, binding document.

For wet or damaged delivery by truck or container,
the consignee must use the accompanying
packlist(s) and mark each affected item on the
respective packlist writing either “damaged” or
“wet” beside each affected item, depending on the
issue. This will ensure that the correct items get
reported and properly documented in the claim.

Notes on the BOL/POD stating something like
“subject to inspection” are not accepted.

Consignee must take color digital photos showing
the damage to the packaging, including the headers
for rolls, as well as the damage to the paper itself.

Photos need to clearly show how the wet/damaged
condition affects the ability to be able to use
the product.

If there is evidence that the condition of the trailer/
container contributed to the wet paper/damage,
supporting photos must be provided with the claim
(i.e. wet trailer floor, holes in the trailer roof, etc.).
Please ensure the camera is set up to display the
correct date on the photos as photos showing a
date other than the delivery date cannot be used to
validate a claim.

All transit claims should be filed directly with the
carrier, however as a courtesy to our customers,
PIXELLE can file a claim against the carrier on
behalf of our customer. PIXELLE will negotiate
the claim with the carrier and issue credit to our
customer upon final settlement.

Wet or damaged product MUST be held for carrier
disposition even if credit has been issued prior to
final settlement of the claim.

Wet or damage that is of a concealed nature and
not apparent upon receipt of the product must be
reported within 15 days from the date of delivery.
Photos must be taken immediately upon discovery
and submitted as evidence.

Claims submitted for damage that should have

been seen at the time of receipt (obvious damage)
but not noted on the POD/BOL and reportedly not
seen until after the driver left may not be honored.

PIXELLE cannot file claims on behalf of our
customers unless we are named as the shipper. We
cannot accept claims for collect shipments hauled
by a customer appointed carrier.

Claims for product delivered to a customer
warehouse and later shipped to another customer
who reports damage upon arrival at their facility
may not be honored as there is no way to be certain
where the damage may have occurred.

If the damage is such that most or some of the
product is usable, please follow the instructions
for initial reporting and documenting the damage,
then slab off damaged portions of rolls, or remove
damaged reams from cartons, using what can be
used. Report the total loss in weight or inches for
rolls, number of reams for sheets, and number of
sheets for skid paper.

Labor for slabbing may also be included in the claim
but must be reasonable and listed separate from
paper losses (i.e., itemized). If the damage is such
that none of the product can be used, please follow
the instructions above for initial reporting and
documenting and receive in the product. PIXELLE
will work with the carrier to remove the wet/
damaged product.
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BREAKING DOWN THE POLICY

Our warehouse loaders are required to do thorough inspections on every trailer before they are loaded, and to

sweep out every trailer before use. Any trailer that does not pass our inspection will be pulled from service, and
the carrier contacted to remove the trailer or repair it on site. Once repaired, the trailer is again inspected to
verify the repairs are adequate. Incidents however can occur during transit that can affect the condition of the
trailer and therefore the paper.
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Our expectation is that our products arrive at your dock in good, usable condition without any issues occurring
during transit. Unfortunately, that is not always the case. For that reason, we depend upon our customers to
inform us when there are issues that arise during transit. We cannot resolve issues that we are not made aware
of, nor can we make informed decisions regarding which carriers best serve the needs of our customers.

OUR REQUIREMENTS

Policy Reference: It is the responsibility of the consignee to thoroughly inspect each shioment immediately upon
arrival while the driver is still on site. Any damage that is not of a concealed nature must be noted on the carrier’s
delivery receipt, aka the Bill of Lading (BOL) or Proof of Delivery (POD). The truck driver must acknowledge

the wet/damaged condition by signing the BOL/POD and should contact their trucking company dispatcher
immediately. For LTL carriers the driver needs to get an “exception number” from their dispatcher which
needs to be written on the POD/BOL.

Carriers are becoming stricter on claims, their requirements have changed therefore ours must change as well.
What Pixelle is asking of our customers is no different than industry standard requirements.

A signed packlist is not acceptable, even if the driver signs it, as it is not a legal binding document.

Policy Reference: For wet or damaged delivery by truck or container, the consignee must use the accompanying
packlist(s) and mark each affected item on the respective packlist writing either “damaged” or “wet” depending
on the issue. This will ensure that the correct items get reported and properly documented in the claim.

Using the packlist to mark affected product makes sure the information reported is accurate, the right materials
and product id’s and weight.

Notes on the BOL/POD stating something like “subject to inspection” are not accepted.

Every item affected must be noted at the time of receipt. Items cannot be added later as the carrier will only pay
for what is noted on the BOL/POD at the time of receipt.

Policy Reference: Consignee must take color digital photos showing the damage to the packaging, including the
headers for rolls, as well as the damage to the paper itself.

Black and white or scanned photos are not acceptable as the wet paper or damage is not clearly visible showing
the extent of the water damage/damage.

Photos need to clearly show how the wet/damaged condition affects the ability to be able to use the product.

When only packaging is affected, carriers will not pay for packaging. Photos must clearly show the damage to
the paper itself.
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REQUIREMENTS FOR RAILWAY

The best chance for a successful rail claim is to notify the rail carrier on each affected rail car within 24 hours
of delivery.

The documentation required will be similar to that of a truck. However, some additional steps are required to
notify the rail carrier.

Consignees can provide notice to rail carriers. However, some carriers require an online account. While Pixelle
can submit the notice, if the Consignee has the ability to do so, it will help the chances of a successful claim.

If the Consignee provides notice to the Rail Carrier, please submit a copy of that notice confirmation with the
other claim materials to Pixelle.

Please note that the notice to Rail Carrier is not a claim to Pixelle; it is only confirmation of an issue. The claim
notice, photos, and documents must also be sent to Pixelle to file an official claim.

Documentation should include any paperwork; photos of Car number; rolls, damage, door, dunnage, placement
location of material in rail car.

Each rail provider may have a different process.
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WET PAPER

Wet Trailer

Policy Reference: If there is evidence that the condition of the trailer/container contributed to the wet paper/
damage, supporting photos must be provided with the claim (i.e. wet trailer floor, holes in the trailer roof, etc.)
Please ensure the camera is set up to display the correct date on the photos as photos showing a date other than
the delivery date cannot be used to validate a claim.

A photo showing the trailer number will help support the claim. It is hard for the carrier to argue if their trailer
number is shown in the photos along with the wet floors or damaged areas.

While some wet trailers are obvious and easy to spot as in the photos below, that isn’t always the case.
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WET PAPER (cont.)

Wet Trailer (cont.)

Our expectation is that as the receiver is unloading Pixelle products, they are paying attention to the condition
of the trailer or container around the product as they are unloading. Other indications of the possibility of wet

PIXELLE WET PAPER AND DAMAGE POLICY

paper on the load are shown below.

Rust and/or water in corner and along bottom of trailer wall
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WET PAPER (cont.)

Wet Railcar

Documentation should include any paperwork, photos of Car number, rolls, damage, door, dunnage, and
placement location of material in the rail car.

PIXELLE WET PAPER AND DAMAGE POLICY
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WET PAPER (cont.)

Wet Trailer (cont.)

A quick glance at the trailer roof can also provide obvious signs of potential issues. It is possible that
previous repairs were not sufficient but did not create a problem until the weather conditions were right. It is

also possible that damage can occur during transit and the driver may make impromptu repairs or none at all.

PIXELLE WET PAPER AND DAMAGE POLICY

Cardhoard and duct bops temporary pateh on o
fibarglas roaf.

Check the tops of rolls and floor under patches or damaged areas to make sure water didn’t leak through
the repairs.
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WET PAPER (cont.)

Wet Trailer (cont.)

In many cases, the packaging protects the paper from getting wet. We ask that you note on the BOL/POD the
number of rolls (or cartons) that are found to have wet packaging and get the driver’s signature. The claim can

PIXELLE WET PAPER AND DAMAGE POLICY

then be adjusted to reflect only the rolls/cartons where the paper itself is wet. The photo on the left below shows

a roll that is wet. The photo on the right is a magnified version of the wet area.

Wet Roll from Railcar
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DAMAGED PAPER

The expectations are the same for damaged product. Even the slightest damage must be noted on the BOL or

POD. Noting it and getting the driver to sign is not necessarily an admittance of responsibilty on the carriers
part. It is to acknowledge that the damage was done prior to delivery and the receiver did not cause the damage
during unloading. The load should be looked over as much as possible while the paper is still on the trailer.

PIXELLE WET PAPER AND DAMAGE POLICY

If damage is observed, take photos of the product on the trailer and make the driver aware, note it on the POD
and have the driver sign.

Photos taken showing damage while the product is still on the trailer along with photos of the trailer number

make it difficult for the carrier to argue the claim if/when they are responsible for the issue.
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DAMAGED PAPER (cont.)

Trailer conditions that can cause damage to the product include but are not limited to damaged protruding
metal, nails and other debris on the trailer floor, metal corrugated side panels without protective dunnage.

PIXELLE WET PAPER AND DAMAGE POLICY
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DAMAGED PAPER (cont.)

Once the product is unloaded, look it over thoroughly, to make sure no damage is missed. Most damage to the

rolling face of the roll is evident on the wrappers and can be seen even when the rolls are stretch wrapped on a

pallet or in a stack stretch wrapped together.

PIXELLE WET PAPER AND DAMAGE POLICY
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CONCEALED DAMAGE

The only time damage is considered to be “concealed” is if the damage is on the bottom of the roll sitting

on the trailer floor or on a pallet where no signs of damage can be seen on the exterior of the roll or if it was
underneath the wrappers or header. Photos below show damage to the rolls from nails or debris.

gL
S 111

WET PAPER AND DAMAGE POLICY | REV 041224 13



preelle
BREAKING DOWN THE POLICY

CRUSHED CORES

Not all cores are concealed behind an outer header. It depends on the production path the roll followed. When

cores are visible as in the photos below and it is the only roll on the pallet or the stack height is only a couple
rolls high the core should be visible to the unloader. A quick glance at the core will tell if the core is crushed.
Should it be crushed, the other roll(s) on the pallet should also be checked. If the core is not visible, the shape

PIXELLE WET PAPER AND DAMAGE POLICY

of the roll or if the roll sits unlevel, can be an indicator to check for crushed cores. Depending upon the length of
time the roll has been at the customer location and whether or not it shipped to a customer warehouse before
getting to the end user will play a part in determining if a claim will be honored. If the customer reporting

the damage core is not the original ship to location, we have no way of knowing how many times the roll was
handled prior to shipping to the end user
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CARTON/SKID DAMAGE

All four sides of pallets and skids should be walked around to make sure the items are in good, acceptable

condition, looking closely at the bottom portion of the pallet/skid for fork damage as well as the top of the

pallet/skids to make sure no damage occurred if something were set on top.

PIXELLE WET PAPER AND DAMAGE POLICY
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CARTON/SKID DAMAGE (cont.)

Photos must include the damage to the paper itself for carton products when the damage isn’t obvious.
Otherwise the carriers believe the damage is limited to the cardboard carton only and will deny the claim.

PIXELLE WET PAPER AND DAMAGE POLICY
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RAILCAR DAMAGE

Burst airbags are a sign of Rail mishandling

PIXELLE WET PAPER AND DAMAGE POLICY

Deflated Burst

If airbag is just flat - no holes - Report it as If airbag has burst - Take a picture of the
deflated only. burst airbag.
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RAILCAR DAMAGE (cont.)

Where to Find Crushed Cores in the Railcar

Cores need to be checked with a core checker. You cannot always find a damaged
core by visual inspection alone.
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e If you find crushed cores, continue to move from the endwall to the middle of the car until you
find a good one.

e The bottom layer should experience the worst damage. You still need to check the top layers.

* A gap at the endwall could have shifted ends from where it originated. Make sure to check both
endwalls for crushed cores.
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BREAKING DOWN THE POLICY

PROPER DOCUMENTATION

SIS

SPECIALTY SOLUTIONS"®

Properly documenting wet or damaged paper is critical. Below are examples of the required documentation for

truckload deliveries. Writing the issue on the BOL/POD and getting the drivers signature. Marking the wet or

damaged items on the packlist ensures the claim is correct.

Truckload Wet Paper Documentation
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PROPER DOCUMENTATION (cont)

Truckload Documentation for Damaged Items
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SIS

SPECIALTY SOLUTIONS"®
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PROPER DOCUMENTATION (cont.)
Less Than Truckload Proper (LTL) Documentation

Each LTL carrier has their own version of a POD. Below are examples of POD’s that properly documents
damages.

PIXELLE WET PAPER AND DAMAGE POLICY

Both the customer copy and the driver’s copies must have the same notes with driver’s signature. The copy the
driver scans into their system must mirror what the customer submits.
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BREAKING DOWN THE POLICY

PROPER DOCUMENTATION (cont.)
Less Than Truckload Proper (LTL) Documentation (cont.)

For carriers that use electronic pads, handwritten notes can be made by the receiver on the pad, OR the receiver
can have the driver make notes himself and take a photo of the pad and send in with the claim. Sometimes the

PIXELLE WET PAPER AND DAMAGE POLICY

carrier will also have hard copy POD’s where the notes can be made.
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Railway Documentation for Damaged Items

* Photos of door

* Photos of trailer/car ID

* Photos of rolls in trailer

* Photos of roll label

* Photos of damage on header/wrapper AND white paper
¢ Signed BOL noting damage

* Proof of notification to rail within 24hrs

» Diagrams of roll placement/damage if applicable
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PROPER DOCUMENTATION (cont.)
Less Than Truckload Proper (LTL) Documentation (cont.)

Do not provide the carrier with a value of the affected items. Do not provide a weight for the driver to put on the
POD. The receiver may not know the actual value or the weight of the total damage.

What is written on the BOL/POD is what the carrier will honor the claim for. If you are not sure of the exact
number of damaged cartons guestimate higher than what is obvious. If 3 is noted and it turns out to be 10,
3 is all they will pay for.

If the driver will not wait while you verify the condition of your load, check over the load as much as possible
while it is still on the truck. Only unload one pallet/stack at a time, look over it before unloading the next. Do the
same until everything is unloaded.

If the driver refuses to sign the BOL/POD - note the damage or wet paper and write “Driver refused to sign”
and we will address that with the carrier.

Filing the Claim

Policy Reference: All transit and damage claims should be filed directly with the carrier, however as a courtesy
to our customers, PIXELLE can file a claim against the carrier on behalf of our customer. PIXELLE will negotiate
the claim with the carrier and issue credit to our customer upon final settlement.

Wet or damaged product MUST be held for carrier disposition for 60 days even if credit has been issued prior to
final settlement of the claim.

If the wet/damaged items are disposed of and not held as required, the carrier will not pay the claim. Carriers
have a legal right to the salvage when they are responsible for the wet/damaged paper. If credit is issued before
the claim is resolved with the carrier and the carrier wants the salvage but the customer disposed of it anyway, a
debit memo may be issued and future credits for transit claims held until the carrier pays the claim.

Submit ALL required documents in 1initial email and send directly to:

Shipped from Ohio Shipped from Spring Grove, PA Shipped from St. Point, WI

pickingerrorsandshortships@pixelle.com | ProductAssurance@pixelle.com transitclaims@pixelle.com

Note: You may copy your CSR or Sales Rep but send the claim directly to the respective group defined above.

Claims are time sensitive when filing with carriers and/or addressing with our shipping personnel. All issues are
to be reported immediately so they can be promptly addressed.
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PIXELLE WET PAPER AND DAMAGE POLICY

BREAKING DOWN THE POLICY

PROPER DOCUMENTATION (cont.)

Filing the Claim to the Railway

preelle

SPECIALTY SOLUTIONS®

The best chance for a successful rail claim is to provide notice to rail carrier on each affected rail car within 24

hours of delivery.

Documentation required will be similar to that of a truck, however, some additional steps are required to provide

notice to rail carrier.

Consignee can provide notice to rail carrier, however, some carriers require an online account. While Pixelle can

submit the notice, if the Consignee has ability to do so, it will help chances of a successful claim.

If Consignee provides notice to Rail Carrier, please submit a copy of that notice confirmation with the other

claim materials to Pixelle.

Please note, the notice to Rail Carrier is not a claim to Pixelle, only confirmation of an issue. The rail claim notice,

photos, documents will also need to be sent to Pixelle to file an official claim.

¢ Documentation should include any paperwork; photos of Car number; rolls showing roll ID, damage,

doorway shots, dunnage, placement location of material in rail car. When emailing the carrier, include the

railcar number in the subject line of the email.

Each rail provider may have a different process.

Carrier Name

email

website

phone

BNSF

Lars@bnsf.com

www.bnsf.com

800-795-2673

Canadian Pacific

contact_dpfc@cpr.ca

WwWw.Cpr.Ca

Norfolk Southern

nslss@nscorp.com

WWW.NSCOorp.com

800-742-6313

Canadian National

issys@cn.ca

Wwww.Ccn.ca

514-399-5487

Kansas City Southern

kcsrfreightclaims@

kcsouthern.com

816-983-1825 (Kansas City)
318-676-6133 (Shreveport)
601-933-4741 (Jackson, MS)

Union Pacific

ilramire@up.com

Wwww.up.com/customers

index.htm

800-521-6313

CSX

exceptions@csx.com

www.shipcsx.com

https://sxlogon.csx.com/#

800-432-1032
(direct to file claim)

Filing the Claim (cont.)

DO NOT short pay claims. Pixelle MUST have time to investigate and validate all claims. When claims have been

properly documented and submitted, credits will be issued once processed. Short paid invoices for claims not

properly documented and submitted will result in a debit to the customer.
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