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ABSTRACT

MASKargo Claim Section deals in solving and handling of claims from the claimants if
delayed, damaged or loss of consignment occurs. The procedure and handling of claims
that are used by MASKargo Claim Section are based on the Rgsolutions Recommended
by IATA but the implementation by them does not reach the requirements of high quality

service under the guidelines of ISO 9000.

Chapter 1 looks into the current situation in MASKargo Claim Section and the activities
done by them. Chapter 2 explains the whole scenario on the procedure of handling
claims for MASKargo Claim Section from the time a claimant lodges a claim until the

case is settled.

Chapter 3 discusses on the findings of the factors that affects the quality service standard
in MASKargo Claim Section. While in the last chapter which is the analysis and the
conclusion, discusses the result from the findings and the recommendations of how a

MASKargo Claim Department ( Headquarters ) should be set up.

iii



TABLE OF CONTENTS

Page
Acknowledgement i
Abstract il
Table for Contents ; iv
List of Tables : ix
List of Figures X
List of Abbreviations xi
CHAPTER ONE: INTRODUCTION
1. INTRODUCTION
1.1  MASKargo Claim Scction 1
.1.1.1 Activitics of Cargo Claim Section ) 2
1.1.2  Type of Iiregularities that Leads to
Claims by Claimant 3
1.1.3 Brief Explanation The Procedures that has
to be taken in Attending to a Claimants Letter 3

iv



1.2 Objectives
1.3  Research Design
1.3.1 Purpose of Study
1.3.2 Data Collection
1.3.2.1 Primary Data

1.3.2.2 Secondary Data

1.4  Literature Review

1.5  Scope of Limitation

1.5.1 Scope

1.5.2 Limitation

CHAPTER TWO: SCENARIO

2. THE PROCEDURES

2.1  The Process and Handling of Cargo Claim
2.1.1 1st Handling Step - Formal Claim Letter Received
2.1.1.1 Filed in Writing
2.1.1.2 Time Limitation of Claims
2.1.1.3 Letters to be referred to other party
2.1.1.4  Letter of Authorization

2.1.1.5 Interim Reply

16
16

17

18
18
18
18
18

19

20

20



