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This Amendment is raised to provide clarification and answers to questions from potential
suppliers.

Question 1:

1) Annex B - Basis of Payment; 3.0 - Westbound (3.1.4/3.2.4)

These sections state that terminal handling charges will be as per actual invoices paid to a third party.  
Are these terminal charges paid in Canada to the port or steamship line?  Please define and confirm that
this only applies on Westbound shipments.  (pages 88 and 90)

Answer 1:

Terminal handling charges may occur anywhere in the shipment process (east or west).  Where ever 
they occur the actual will be paid.

Question 2

2) Annex A - Statement of Work

Do shipments need to be delivered to residence directly from the container they were shipped in, or can
they be removed first at the destination warehouse and transported or consolidated in another trailer for
delivery?.   

Answer 2:

It is up to the van line to select the best method of delivery, in some instances it may not be possible to
drop a container at the residence (size of street, parking/offloading restrictions etc.).  In order to deliver
from other than a sea container, the van line must request authorization from the DA and reference
Service Failure D6. Please note that the more stuff is moved, the more likely there will be damage.

Question 3:

3) In respect to the current contract re: Claims Experience:
o   What is the average weight of Shipments
o   Total weight shipped and stored
o   Total number of claims for transit and LTS

§  The total amount paid in each category
o   Claims statistics for PMV's

Answer 3:

For 2012 - 2013:

The average weight of shipments was 5834 lbs

Total weight shipped was 3,692,905
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With regard to HG & E:

Total Claims received - 184
Total amount of claims - $415,530.83
Total amount of settlements - $245,590.66 (19 of the 184 had nothing paid on them) 
Total amount of catastrophic claims (3 total) - $24,864.15 (all of these europe/canada moves)

With regard to PMV:

Total Claims received- 62
Total amount of claims - $139,027.71
Total amount of settlements - $96,442.41 (12 of the 62 had nothing paid on them) 
Total amount of catastrophic claims (1 total) - $8,821.69 (europe/canada)

Please see the attached spreadsheet for additional information.

Question 4:

4) Annex D - Service Failures

The Service Failures and Monetary Impositions in this RFP are overly punitive, excessive and will
overburden DAs, TAs, the Contractor and all service providers from properly servicing the move.  
Further, many Service Failures are unreasonable as they do not impact the Shipper and will distract 
from properly servicing the contract.  Will Canada consider the removal of all Monetary Impositions on
Service Failures outside of Liquidated Damages? (pages 109-112).

Answer 4:

Annex D has been revised as follows:

DELETE:

Annex D in its entirety.

INSERT:
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ANNEX D

SERVICE FAILURES

1.0 General

1.1 Any failure by the Contractor to meet the specific requirements listed in Annex A is deemed a
service failure.

1.2 Service failures are categorized as delivery shortfalls, liquidated damages or adverse reports 
and are:

1.2.1 intended to identify performance deficiencies requiring corrective action by the 
Contractor and improve the quality of services; and

1.2.2 put in place to ensure Contractor compliance with the terms and conditions of the
contract.

1.3 Service failures can be applied by Canada as follows:

i. Delivery Shortfalls must be applied no later than 30 calendar days after DSR origin
services and for destination services no later than 30 days after delivery date;

ii. Liquidated Damages must be applied no later than 60 calendar days after the TA
receives the invoice for the move;  

iii. However, the intent is to apply the service failure as soon as it is identified to enable 
the Contractor to identify the source of the issue and take corrective measures to 
avoid similar or repeated service failures.

1.4 Service failures can be determined administratively or as the result of an on-site QCI as 
outlined in Table 1 and 2 of this annex.

1.5 The Contractor shall be notified through e-mails directly from the issuing TA for each service
failure that applied on a move.

1.6 The total monetary imposition for all service failures applied on a move shall not exceed 25% 
of the invoice excluding RCP, third party services and applicable taxes.  Liquidated damages 
for late pickup (L1) and late delivery (D2) are excluded from the above and the full amount
assessed will be paid.

1.7 In the event that the total monetary imposition could have potentially exceeded 50% of the
invoice, the DA will notify the Contractor in writing that a formal review of the move and the
performance deficiencies will be conducted.  The DA will notify the Contractor of the results of 
the formal review within 10 days of the review date and the Contractor shall submit to the DA 
the list of corrective actions taken no later than 30 calendar days after the Contractor received
results of the formal review.

1.8 The Contractor shall forward the monetary imposition to Canada for each service failure 
applied no later than 30 calendar days after accepting the service failure.
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1.9 Canada will not entertain appeals to delivery shortfalls once the liquidated damages have been
received.

1.10 The DND reserves the right to call a meeting with the Contractor in Ottawa to discuss the 
results and corrective actions of the formal review.

2.0 Delivery Shortfalls

2.1 Delivery shortfalls are classified as minor or major.  The monetary imposition for each major
delivery shortfall is $500.00 and for each minor delivery shortfall is $250.00 or adverse report as
indicated in Table 1.

2.2 A detailed breakdown of the delivery shortfalls can be found in Table 1.

3.0 Liquidated Damages

3.1 A detailed breakdown of the liquidated damages including the monetary impositions can be 
found in Table 2.

3.2 The Contractor shall be liable to pay the actual expenses incurred by Canada in the event 
the amounts assessed as per Table 2 are not sufficient to cover, or do not address, the 
additional expenses incurred.  For example, the costs incurred as a result of a late pick-up
resulting in not delivering the residence on time.

4.0 Adverse Reports

4.1 An adverse report can be filed by:

4.1.1 a Shipper complaining about the level of service provided by the Contractor;

4.1.2 the TA reporting that the Contractor is not in compliance with the terms and conditions 
of the contract, as indicated in Table 1; 

4.1.3 the DA or a TA if a Contractor repeatedly commits the same service failure; and/or

4.1.4 the DA for requests from the Contractor to deviate from the terms and conditions of 
the contract.

5.0 Appeal Process

5.1 The following outlines the process by which the Contractor may formally raise an objection 
with regards to the application of service failures: 

5.1.1 First Level Appeal: 

a. the Contractor can forward (at their expense) any formal objections to a 
service failure to the DA by registered mail or through electronic mail; 

b. The appeal is to include all supporting documentation and must be received 
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by the DA no later than the close of business 30 calendar days from the date 
of the receipt of the service failure; and

c. the DA will review the information provided by the Contractor and will render
a first level appeal decision.

5.1.2 Final Appeal: 

a. If dissatisfied with the first level appeal decision, the Contractor will have 30 
calendar days from the date of receipt of the first level appeal decision in 
which to raise the issue to the Technical Authority for a final appeal process. 

b. The Contractor shall provide the Technical Authority with:

i. a complete listing of all of the pertinent details that led to the original
requirement for an DA first level appeal decision;

ii. a recount of the DA first level appeal decision rendered and any
supporting documentation; and

iii. a listing of all subsequent details/explanations that would warrant a
revisit of the DA first level appeal decision.

a. The Technical Authority will subsequently revisit the first level appeal decision  
with the DA(s) and render a final appeal decision; and

b. The Contractor should ensure that appeals include all the required information 
 to permit the Technical Authority to render an informed decision.

5.1.3 Final Appeal Disposition:

a. If the first level appeal decision is overturned, any associated service failure
and/or monetary imposition will be retracted; and

b. If the first level appeal decision is upheld, the Contractor shall forward the
monetary imposition to Canada by no later than 30 calendar days following
notification of the final appeal decision.
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Table 1 – Delivery Shortfalls

Annex A,
Appendix 2, 3.0Adverse Report

Failure of the Contractor to respect the allowable
variance for a weight estimate when compared to the
actual/constructive weight as detailed in Appendix 2 to
Annex A.

PM5

Annex A, 4.2.13.e$250.00
Failure of the Contractor to provide a revised weight
estimate to the Shipper and the DA by no later than
the day prior to DSR date.

PM4

Annex A, 4.2.11$250.00

Failure of the Contractor to provide the Shipper with a
copy of the Pre-move weight estimate at the time of
pre-move consultation, but no later than the next
business day.

PM3

Annex A, 4.2.4$250.00Failure of the Contractor to provide the Shipper with
the applicable Pre-move Information booklet(s).

PM2

Annex A, 4.2.1Adverse Report

Failure of the Contractor to conduct the Pre-move
Consultation and provide a weight estimate to the DA
within 7 business days after the move order was
received for regular moves, or within 48 hours after
the pre-move consultation was completed for rush
moves.

PM1

 Pre-move Consultation

Annex A, 4.4.4
Annex A, 4.12.2.b$500.00Failure of the Contractor to protect HG & E and PMV

from damage
G8

Annex A, 3.3.4,
3.3.5, 4.2.2, 4.3.4,
4.2.14.c, 4.11.4.a,
4.11.5.a, 4.12.1,
4.12.2, 4.5.6, 5.3,
7.0, Annex B,
3.3.4, 4.3.4, 6.2.1

$500.00

Failure of the Contractor to obtain DA authorization as
required by this contract.

G7

Annex A, 3.1.18
Adverse Report

Failure of the Contractor to use DND approved forms,
or alternatively, the Contractor’s use of a form that was
not approved by DND

G6

Annex A, 3.4.2$500.00Failure of the Contractor to notify the DA within 24 hrs
of any major incident

G5

Annex A, 3.3.1,
3.3.2$250.00Non-provision of bilingual material or services by the

Contractor.
G4

Annex A, 3.3.4$250.00Failure of the Contractor to complete a service by
1900 hrs.

G3

Annex A, 3.3.7$250.00Failure of the Contractor to meet the mutually agreed
timings.

G2

Annex A, 3.1.20.bAdverse Report
No Contractor response or acknowledgment to e-mail,
voice mail or facsimile communications within 60
minutes.

G1

 General

ReferenceMonetary
Imposition

Service Failure
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Annex A, 4.12.2.d
$250.00

Failure of the Contractor to re-assemble furniture or
any other items that were disassembled by the
Contractor at origin.

D4

Annex A,
4.12.2.m$500.00

Failure of the Contractor to assist the Shipper in
annotating all exceptions on the inventory listing and
on the VCR for a PMV.

D3

Annex A, 4.12.2.cAdverse Report
Failure of the Contractor to place HG&E in rooms
corresponding to the inventory listing or as directed by
the Shipper.

D2

Annex A, 4.12.1.a$250.00
Failure of the Contractor to obtain DDR authorization
prior to commencement of unloading or for the
delivery of a PMV.

D1

 Delivery/Unloading

Annex A,
Appendix 1, Rule
14, 14.2.4Adverse Report

Failure of the Contractor to provide a properly
completed TP within 7 calendar days of receipt of the
move order when the shipment involves a third party
service provider.

T2

Annex A, 4.10.3$250.00
Failure of the Contractor to provide a container or
conveyance that is in accordance with the
requirement.

T1

 Transportation

Annex A, 4.7Adverse ReportFailure of the Contractor to provide a weigh scale
ticket which includes all the required information.

W2

Annex A, 4.5, 4.8,
4.9$500.00

Failure of the Contractor to adhere to the applicable
scaling procedures.

W1

 Scaling

Annex A, 4.4.7$250.00
Failure of the Contractor to clear Shipper’s residence
of empty containers, packing material and other debris
accumulated during packing and loading.

L3

Annex A, 4.4.6,
4.4.14$250.00

Failure of the Contractor to provide the Shipper with a
properly completed inventory listing and a properly
completed VCR for each vehicle.

L2

Annex A,
Appendix 1, Rule
15

 $250.00
Failure of the Contractor to stuff sea container at
residence as detailed in Appendix 1 to Annex A

L1

 Loading

Annex A, 4.3.3$250.00Failure of the Contractor to complete packing prior to
DSR date.

P4

Annex A,
Appendix 4$250.00Failure of the Contractor to crate an item as detailed in

Appendix 4 to Annex A
P3

Annex A,
Appendix 4$250.00Packing standards are not in accordance with

Appendix 4 to Annex A
P2

Annex A, 4.3.4Adverse ReportPre-pack is performed earlier than 5 business days
prior to DSR date.

P1

 Packing

ReferenceMonetary
Imposition

Service Failure

Solicitation No. - N° de l'invitation Amd. No. - N° de la modif. Buyer ID - Id de l'acheteur

EN578-131825/B 005 109zl

Client Ref. No. - N° de réf. du client File No. - N° du dossier CCC No./N° CCC - FMS No/ N° VME

20131825 109zlEN578-131825

Page 8 of -  de 11



Annex A, 4.12.2.e$250.00Failure of the Contractor to prepare the specified
articles and appliances for use.

D5

ReferenceMonetary
Imposition

Service Failure
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Annex E, 7.1.6$250.00

Failure of the Contractor to provide the Shipper with a
fully itemized HG&E or PMV claim settlement report
which fully explains the reasons for any denials as
detailed in Annex E.

C3

Annex E, 7.1.4$500.00

Failure of the Contractor to offer the Shipper a
complete and reasonable settlement package within
60 calendar days of receipt of the properly
documented HG&E claim or 20 days for a PMV claim
as detailed in Annex E

C2

Annex E, 7.7.1Adverse Report

Failure of the Contractor to acknowledge receipt of,
and commence settlement action on a properly
documented HG&E or PMV Statement of Claim within
7 calendar days as detailed in Annex E

C1

Claims

Annex A, 4.14.3.$250.00
Failure of the Contractor to provide an additional
pick-up of packing material and empty cartons within 5
business days of the unpack day.

U3

Annex A, 4.15.1.a$250.00Failure of the Contractor to annotate damages on the
“Loss/Damage to Packed Items” form with the Shipper.

U2

Annex A, 4.14.1$250.00Failure of the Contractor to perform unpacking on the
next business day after delivery/unloading.

U1

 Unpacking

Annex A,,
Appendix 1, Rule
15, 15.1

Adverse Report
Failure to deliver sea shipments to residence in a sea
container unless otherwise authorized by the DA

D6

ReferenceMonetary
Imposition

Service Failure
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Table 2 – Liquidated Damages

Annex B, 16Adjustment of chargesInvoicing Canada for services not rendered
by the Contractor

LD8

Annex D, 3.0Interest as per CanadaFailure of the Contractor to forward the
service failure payment for liquidated
damages to Canada no later than 30
calendar days following notification of the
service failure or the final appeal decision.

LD7

Annex A,
Appendix 2,

4.10.2

$600 per calendar day
commencing the day after

maximum TTG or DDR until
actual delivery day,

inclusive.  For PMVs,
payment of daily rental

charges.

Failure of the Contractor to respect the TTG
for HG&E and PMV or the confirmed
delivery date for shipments in SIT.

LD6

Annex A,
Appendix 1, Rule

5, 5.1

Adjustment of weight and
charges

Failure of the Contractor to identify and
refuse an inadmissible item which as a
result is transported as detailed in Appendix
1 to Annex A.  

LD5

Annex A, 4.5.1.$1,000Failure of the Contractor to ensure that fuel
tanks are full prior to scaling.

LD4

Annex A, 4.1.

$600 per calendar day for
the number of days

difference between the date
the service is rendered and
the original DSR date plus

any additional costs incurred
by Canada and/or the

Shipper

Failure of the Contractor to respect the DSR
date.

LD3

Annex A, 4.3.4

$600 per calendar day plus
any additional costs incurred

by Canada and/or the
Shipper

Pre-pack of necessary items which
prevented the Shipper from sleeping or
eating at the residence or items that were
identified as essential for day-to-day living.

LD2

Annex A, 1.2.2
Any additional costs incurred

by Canada and/or the
Shipper

Failure of the Contractor to perform a move
(rush or not) once it has been accepted, or
alternatively, to refuse a non-rush move.

LD1

ReferenceMonetary ImpositionService Failure

ALL OTHER TERMS AND CONDITIONS REMAIN THE SAME.
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