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W hat is a C hargebac k ?

W HE N S IGNING ON A NE W  C US T OME R  T O B UY 
YOUR  PR ODUC T S , T HAT  C US T OME R  W IL L  

GIV E  YOU A S E T  OF  "R E QUIR E ME NT S " T HAT  
YOU MUS T  F OL L OW .  IF  YOU DO NOT  F OL L OW  
T HE IR  R E QUIR E ME NT S   T HE  C US T OME R  HAS  
T HE  R IGHT  T O C HAR GE  YOU B AC K  F OR  ANY 

B R OK E N R UL E S .  INS T E AD OF  S E NDING YOU A 
B IL L ,  T HE Y C UT  YOUR  ME R C HANDIS E  S HOR T  

AND DO NOT  PAY YOU T HE  F UL L  AMOUNT  
YOU AR E  DUE  F OR  YOUR  PR ODUC T S .



W hat is a C hargebac k ?

S upplier
C us tom er

P rod uc t

Invoic e
C us tom er

S upplier

C us tom er S upplier



• Bill of Lading
• Product Specs
• Manifests
• Packing Slips

C OMMON  C H AR GE B AC K S :
IMPR OPE R  PAPE R W OR K



• Delivered early and/or Late 
• Late for appointment time
• Supplier On Time Performance (SOTP)

C OMMON C H AR GE B AC K S :
DELIV ER Y FIN ES



• Labeling not position correctly
• Product not prepared on pallets correctly
• Turned pallets, improper pallets, broken pallets

C OMMON C H AR GE B AC K :
PR ODUC T N OT PR E PAR E D T O S PE C S



• Missing seal # on Bill of Lading

C OMMON C H AR GE B AC K S :
T R AIL E R S E AL S



• Carrier service disruptions
• Warehouse/Manufacturing issues
• Capacity

W H Y AR E  W E  S E E IN G MOR E  
C H AR GE B AC K S  AN D IS  IT  R E L AT E D T O 
C OR ON AV IR US ?



• Customer requirements and the carriers 
services are not aligned

• Customer breaks the rules
• Carrier will make you whole if the 

chargeback is because of their failures

M IS C ON C E P T ION S



• Proper customer set up
• KPI's
• Good Data
• Scorecarding

H OW  DO YOU F IGH T  C H AR GE B AC K S ?



• Proper customer set up

H OW  DO YOU F IGH T  C H AR GE B AC K S ?



• Supplier On Time Performance
• Shelf Life
• Product
• Labeling
• ASN and Bar Coding
• Shipping Instructions
• Carrier Specific Routing
• Delivery
• Appointment Scheduling
• Unloading

PR OPE R  C US T OME R  S E T  UP



• Proper customer set up
• KPIs

H OW DO YOU F IGH T C H AR GE B AC K S ?



• Based on the requirements, measure the 
KPIs

• Figure out what you can and can't 
measure

K E Y PE R F OR MAN C E IN DIC AT OR S



• Client was receiving chargebacks due to 
customer saying products not prepared to specs

• Established a process of photographing 
shipments before sending

• Photographs were uploaded into TMS
• Client had ability to fight chargebacks at 

fingertips

E X AMPL E



• Proper customer set up
• KPIs
• Good Data

H OW DO YOU F IGH T C H AR GE B AC K S ?



• Measuring by customer, location and fine
• Are you paying chargebacks twice?
• Properly pricing cost of doing business with 

customers 

T H E  VAL UE  OF  GOOD DATA



T he V alue of Good Data

C us tom er

C us tom er Deduc ts  $ 2 5 0  for L um per (c hargebac k )

R ules

P a y  C a rr ier :
• S ort + S eg
• L um per

S upplier
C arr ier



• Proper customer set up
• KPI's
• Good Data
• Scorecarding

H OW DO YOU F IGH T C H AR GE B AC K S ?



• Measure performance with KPI metrics, 
data, and visibility

• Proper documentation will help prove if 
chargeback is not justified 

S C OR E C AR DIN G



Telling the S tory  w ith 
S c orec arding

C us tom er R ulesC arr ier  Data

P rod uc t Data Invoic e Data
C harg ebac k  F ees

S upplier  Data

L anes  Data

T O T A L  C O S T
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T hank s  for  W atc hing

Slides and recording will be available 
within 24 hours of webinar.  C heck your 
inbox for the email with all the links.

E mail info@ abornandco.com
Phone 781-659-1321
W ebsite AbornandC o.com
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