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CLAIMS MANAGEMENT PROTOCOL 

CLAIM PROCESSING: 

In order to manage customer’s complaints, the following steps will be followed: 

1. The customer must provide the sales department with a brief description of the problem, 

batch number (hereafter referred as RC*), amount involved and pictures in which the 

problem is clearly visible. 

2. The sales department will forward all this information to the quality department which 

will review the case and take the ultimate decision, informing the sales department 

about it. 

3. The sales department will inform the customer about the final solution to its claim.  

4. In the event of the claim not being acceptable, the reasons will be clearly specified and 

communicated to the customer.  

5. In the event of the claim being acceptable, the resolution will be communicated to the 

customer expeditiously.  

 

*RC is the production batch number. This number can be found in a white fabric label inside the product. Its format 

is XX/YY-ZZZ. 
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TYPES OF CLAIMS: 

Due to the wide range of products in our catalogue, there are many kinds of claims. 

Hereafter we list all possible incidences that the end user may face:  

 Main body or casing 

“Main body” or casing is the main compartment of the bag/suitcase/backpack and that 

with greater capacity, i.e.:  

 

     

 

The claims that can arise are the following: 

- Defective zipper: we will proceed with the replacement of the outer case (carcass) 

when having stock. If the customer prefers to get a credit note, we will issue it as 

soon as possible. 

- Defective zipper puller: we will send a replacement puller to the Customer. 

- Defective handle: we will proceed with the replacement of the outer case (carcass) 

when having stock.  If the customer prefers to get a credit note, we will issue it as 

soon as possible. 

- Defective backpack straps: we will proceed with the replacement of the outer case 

(carcass) when having stock.  If the customer prefers to get a credit note, we will 

issue it as soon as possible. 

- Defective waist straps: we will proceed with the replacement of the outer case 

(carcass) when having stock.  If the customer prefers to get a credit note, we will 

issue it as soon as possible. 
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- Ripped or stained main fabric: we will proceed with the replacement of the outer 

case (carcass) when having stock.  If the customer prefers to get a credit note, we 

will issue it as soon as possible. 

- Defective or unpicked velcro: we will proceed with the replacement of the outer 

case (carcass) when having stock.  If the customer prefers to get a credit note, we 

will issue it as soon as possible. 

- Ripped or unpicked pocket: we will proceed with the replacement of the outer case 

(carcass) when having stock.  If the customer prefers to get a credit note, we will 

issue it as soon as possible. 

- Ripped or unpicked elastic bands: we will proceed with the replacement of the outer 

case (carcass) when having stock.  If the customer prefers to get a credit note, we 

will issue it as soon as possible. 

- Ripped or damaged isothermal material: we will proceed with the replacement of 

the outer case (carcass) when having stock.  If the customer prefers to get a credit 

note, we will issue it as soon as possible. 

- Faulty customization: when the customization does not meet the quality 

requirements or there is a faulty printing, ELITE BAGS will collect the bags, mend 

them and send it back to the customer. 

 

 Detachable compartments and accesories. 

The detachable or attached compartments and accesories are those added to the “main 

body” or carcass, like detachable pockets, shoulder straps, backpack straps, etc, i.e: 

     

 

The claims that can arise are the following: 

- Defective zipper: we will proceed with the replacement of the faulty compartment 

or accessory when having stock.  
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- Defective zipper puller: we will proceed with the replacement of the faulty 

compartment or accessory when having stock.  

- Defective handle: we will proceed with the replacement of the faulty compartment 

or accessory when having stock.  

- Ripped or stained main fabric: we will proceed with the replacement of the faulty 

compartment or accessory when having stock.  

- Defective or unpicked velcro: we will proceed with the replacement of the faulty 

compartment or accessory when having stock.  

 

 Leather bags 

The claims that can arise are the following: 

- Defective handle: Depending on the defect, we will proceed with the replacement 

of the main case or send a set of screws to repair the handle.  

- Defective shoulder strap: we will proceed with the replacement of the faulty 

shoulder strap.  

- Defective clasp: Depending on the defect, we will proceed with the replacement of 

the main case or send a set of screws to repair the handle.  

 

 Customer Special productions 

When having incidences over specially manufactured products (tailor made), we will 

issue a credit note.  

 

 Problems when receiving the goods 

The claims that can arise are the following:  

- Some products are missing or they are not the products ordered: customers will 

have a claim period of up to 8 days after the goods have been delivered. We will try 

to find out the cause of the problem and offer a solution.  

- The customer has not received the goods: If the goods have not been delivered in 

the agreed time, they will be dispatched again as quickly as possible in order to avoid 

future additional delays. 
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*In those cases of solving a claim with a credit note or a replacement, ELITE BAGS may collect the faulty product 

footing the bill for the transport costs.  

* In those cases when the product could be repaired, ELITE BAGS will collect the faulty bag, footing the bill for the 

transport costs, repair it and send it back to the customer as quickly as possible. 

* In those cases when the outer case (carcass) is replaced, ELITE BAGS will commit to do it as quickly as possible and 

will foot the bill for the transport costs that may result. 


