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CUSTOMER QUESTIONNAIRES AND SUPPLIER AGREEMENT GUIDANCE NOTES
1. Purpose of these Guidance Notes for new or renewing customers
This document provides internal guidance for staff on:
· Firstly, ensuring all UK domiciled customers requiring KC to make a customs declaration appoint KC Group Shipping Ltd as their Direct Agent with HMRC.
· Ensuring all customers are contractually bound by the BIFA Standard Trading Conditions (STCs) (currently BIFA 2025).
· Secondly and correspondingly, identifying and responding appropriately to customer questionnaires or customers’ own agreement documents that may attempt to expand KC Group Shipping Ltd’s contractual liabilities beyond those covered by the STCs and our liability insurance. The effects of an unchecked signing of agreements would almost certainly compromise the protection of KC’s liability insurance cover.
· This guidance applies, in principle only, to WCA or non-WCA (independent) international agency agreements where references to customer-generated documents/agreements hereunder also include partner agreements offered for signature. In such cases KC’s own agreement templates must be used, rather than the intended partners’ agreements for the reasons outlined for questionnaires etc.
2. “Direct Agent” Appointment letter. “Incorporation” of BIFA STCs
2.1 Requirement
Besides performing common sense “KYC“ Know Your Customer checks, including credit referencing, before undertaking any business on behalf of a customer, KC must first obtain:
· A signed Letter of Appointment authorising KC Group Shipping Ltd to act as Direct Agent under HMRC rules. In certain circumstances (overseas customers) KC can only act as Indirect Agent (subject to our documented procedure of intended interactions with the specific customer) but written acceptance of BIFA STC’s is still required as it is for any customer for whom customs clearance is not being undertaken by KC.  
· The customer’s explicit agreement to and therefore “incorporation” of the BIFA STCs, by reference in the Letter of Appointment.
2.2 Procedure
1. Send Letter of Appointment template (standard form) and a PDF copy of BIFA current STC’s to all new customers. Ensure the letter that the customer returns: 
· Is on the customers letterhead with a UK registered address. 
· Appoints KC Group Shipping Ltd as Direct Agent with HMRC.
· Incorporates the current BIFA STCs by reference.
· States that all services are provided strictly subject to the BIFA STCs.
2. Do not proceed with any customs or forwarding activity until a signed copy is returned.
3. Store signed copies centrally for compliance/audit purposes.
3. Guidance Notes: Responding to Client Questionnaires, Supplier Agreements or Tender Documents under BIFA STCs
3.1 Introduction
Customer ‘questionnaires’, ‘supplier agreements’, ‘tender documents’, ‘codes of conduct’ are almost always unique in composition and, as such, it’s not possible to write guidance for every eventuality. The important principle is that some customer-generated agreements (for signature by KC or not, or lack of any written objection) have the potential to annul KC’s liability insurance. That means in the event of a claim where KC needs to rely on the protection of its BIFA terms and conditions, the protection will not be there.  These notes are to help managers and staff identify and correctly handle questions in client or shipper questionnaires or agreement documents that may:
· Imply acceptance by KC of liability beyond the BIFA Standard Trading Conditions (current edition).
· Conflict with KC Group Shipping Ltd’s liability insurance cover (which is based strictly on BIFA STCs).
· Lead to unintended contractual commitments and exposure to uninsured risk.
· Immediately place a red flag on any Customer-generated Agreement / Contract.  
· Key principle: Do not agree to any liability, warranty or undertaking that exceeds or contradicts BIFA STCs unless specifically authorised in writing by a director and only once insurance implications have been checked with management. Such agreements may need sanitising, i.e. edited and cleansed of anything harmful to KC by way of inappropriate duty or extension of liability. 
3.2 Why This Matters
· BIFA STCs = our protective framework. They define our role, cap our financial liability to claims (usually expressed in SDR per kilo or per package), exclude certain liabilities, include indemnities and set time limits for claims.
· Our liability Insurance cover = tied to BIFA. Our insurers only cover us when we operate under BIFA STCs (or equivalent conditions agreed with them).
· Questionnaires can override BIFA silently. Customers’ own contracts, agreements and commitments can override BIFA partially, completely and in plain sight.  Many client questionnaires are drafted for client convenience and can contain clauses that, if answered without qualification, commit KC to obligations that go far beyond BIFA (e.g. “unlimited liability,” “liability for consequential loss,” “responsibility for acts of sub-contractors”, “additional duties, responsibilities and liabilities etc.) KC cannot be obliged to carry out additional duties beyond what is covered under BIFA or the sub-contractor’s own terms and conditions, as provided by BIFA STC’s. 
· Agreement documents (often called Supplier Agreements or Contracts) can set aside BIFA terms and conditions in their entirety.  
3.3 Red Flags:  Beware of any questionnaire and particularly of any customer-generated “supplier agreements”, “tender terms and conditions”, “contracts”, “commitments”
Refer any customer-generated agreement, undertakings or contract document (sent for KC to sign) to management/director / System and Process Manager. These will be considered, appropriately sanitised and then approved/reworded or rejected as appropriate.  Beware also of any Rate Agreement or Tender document conditions which contain clauses other than commitments to agreed rates. Rate Agreements should be issued only by KC to prevent customers attaching conditions to any Rate Agreements that customers generate. 
Look out for any question on customer documents that:
1. Asks for confirmation of unlimited liability (e.g. “Do you accept liability for all loss or damage to goods, however caused?”).
2. Requests or implies acceptance of liability for consequential or indirect loss (e.g. “Will you reimburse customers for lost profits, penalties, or reputational damage?”).
3. Seeks warranties or guarantees (e.g. “Do you guarantee transit or delivery times?” or “Do you warrant goods will arrive in perfect condition?”).
4. Overrides time limits (e.g. “Do you accept claims up to 3 years after delivery?” instead of BIFA’s 9 months for cargo related claims).
5. Requests indemnities (e.g. “Will you indemnify us against any costs, penalties, or claims arising from carriage?”).
6. Requires compliance with all laws without qualification (overbroad and may extend beyond BIFA’s scope).
7. Asks about subcontractor liability (e.g. “Do you accept full liability for your subcontractors (e.g. hauliers or carriers)?” whereas BIFA allows use of subcontractors on limited terms).
8. Implies or explicitly requires additional duties, responsibilities or obligations than those normally provided by the service of a freight forwarder, haulier or warehouse. Additional duties, if agreed by management, would need to be paid for but cannot exceed any liability due under BIFA STCs. 

9. Questions on cargo insurance cover that imply you arrange full cover automatically (instead of only if separately requested and agreed under BIFA 24–26).
10. Which are intended to be completed by a sub-contractor, usually a haulier or warehouse, since the detail required cannot be supplied or guaranteed by KC.  
11. Includes an “Entire Agreement” clause which would have the effect of nullifying, deleting and replacing our BIFA terms and conditions in full.  This is the most ‘dangerous’ of terms included within customer agreement documents. 
12. Customers own terms of supply applied to their suppliers as well as customer Customers will act as suppliers for their own customers and sometimes attempt to extend their own customer terms to their suppliers, such as KC.   That is unacceptable as while customer may be entitled to dictate their own terms to their own customers, they cannot dictate terms on which KC supplies them KC’s services. 
3.4 How to Respond Safely
· Stick to BIFA /Carrier terms Always answer by reference to our trading under the BIFA STCs / Carrier terms and conditions (B/L or CMR) .
Example:
· Unsafe answer: “Yes, we accept liability for all loss or damage.”
· Safe answer: “Our liability is strictly limited in accordance with the BIFA Standard Trading Conditions (current edition), a copy of which is available on request or supplied hereto” (attach a PDF of the current BIFA STC’s) which include the right to sub-contract under any terms and conditions.  
· Use qualified responses: If the question is too broad, reframe.
Example:
· Question: “Do you provide insurance for all goods carried?”
· Safe response: “We can arrange cargo insurance, upon request (and sometimes referral) only, for certain “non-theft attractive” cargoes and subject to agreement of terms and payment of the premium, as provided under the BIFA STCs.”
· Do not speculate: If unsure about a liability-related question, escalate to management.
· Never delete or ignore: If a question is problematic, give a neutral but correct reference to BIFA. Silence can be treated as agreement.
· Pressure to sign: often customers will want their agreement, commitment or questionnaire signed before they proceed with a booking.  If the customer has already made a booking and then sends a questionnaire which they want signing it may be unrealistic to expect the review of their documentation to be completed before the booking deadlines, especially if sub-contractors need to be consulted.  The customer should be prepared either not to have their document processed or the booking postponed (at their option) but there should be no “pressure to sign”.
· In cases of questionnaires aimed at services provided by sub-contractors, explain that the subcontractor‘s services are procured by KC on the sub-contractors own terms and conditions e.g. Bill of Lading STC’s (for Carriers), RHA 2024 (for hauliers) or UKWA 2010 (for warehouses). Only the sub-contractor can be requested to complete a detailed questionnaire, if they are willing.  
3.5 Escalation Process
· If you detect a “liability-expanding” question or section, do not answer directly.
· Refer the matter to your line manager or the System and Process Manager.
· If needed, (commercially required) also seek advice (using the standard REFERRAL document from our insurance broker, available on Brandhub) to confirm whether cover would apply.
3.6. Model Responses
Here are some stock phrases to use in replies:
· General position:
“We trade under the BIFA Standard Trading Conditions (current edition) STC’s, which govern our liability. We are unable to accept duties, responsibilities and obligations beyond the BIFA STC’s. If we accept your terms and conditions, both our BIFA terms and our liability insurance cover would be voided. As KC cannot trade without liability insurance cover, we can’t accept additional terms and conditions which displace or replace BIFA’s STC’s in whole or in part”.
· On liability limits:
“KC’s and the Carrier’s, Haulier’s, Terminal’s etc liability for loss or damage is limited in accordance with their STC’s and KC’s BIFA STCs. We /they cannot accept unlimited liability.” We do not offer to increase our standard BIFA liability limits. Carriers or Terminals will not agree to increase their limits of liability.
· On consequential loss:
“Our or the Carriers’ liability does not extend to consequential or indirect loss, as per BIFA’s and Carriers’ STCs.”
· On cargo insurance:
“We can arrange additional cargo insurance, for specified “non-theft attractive” cargoes, at the customer’s request and expense, in line with BIFA STC’s and our insurers terms and conditions, including of referral prior to acceptance.”
· Any Conflict with BIFA terms: If there is an apparent or explicit conflict with BIFA STC’s, seek guidance from a director or manager first, but any responses in the affirmative having sought guidance should be claused: “This agreement or undertaking is subject to the current edition of the standard trading terms and conditions (STC’s) of the British International Freight Association (BIFA).  BIFA STC’s apply alongside this agreement or undertaking and such STC’s will override and take precedence over [the agreement or undertaking] in the event of any conflict of terms, condition, omission or discrepancy to anything herein agreed by KC Group Shipping Ltd”. For the purposes of clarity, any “Entire Agreement” clause in [the agreement or undertaking] will be null and void as the terms will be overriden by BIFA STCs.

3.7 Key Reminder
⚠️ Any unqualified “Yes” in a questionnaire or agreement can override BIFA protections.
Always frame answers to reflect trading under BIFA STCs and refer to the document itself, always including a PDF copy of the latest STC’s (“BIFA 2025 STC’s” from 01/01/2026).
4.0 Acceptable disclosures and requests  - still act with caution
General: Questionnaires which KC receive may include commitments or requests to abide by codes of conduct or ‘Non-disclosure’ which, on the face of them, seem reasonable and may not appear to conflict with BIFA STC’s.
Modern Slavery. Any UK company which has an annual turnover exceeding £35M must produce an annual statement “Transparency in the supply chain” outlining what measures have been taken to discover and prevent modern slavery in their supply chain. KC does not currently meet that turnover threshold but we are aware of it and, for KC’s part, applies stringent employment checks on the legitimacy and compliance of its own recruitment.
Bribery and corruption. KC complies with the Bribery Act 2010 and has an anti-bribery policies (in its policy listing) which can be sent to customers who request it. 
Certificates requested by customers. It is acceptable to process requests for certain acceptable supporting documentation/certificates/liability insurance and send copies to customers, e.g. ISO 9001, ISO 45001, AEO.  Nearly all of these are available on the KC website “Document Centre”  https://www.kcshipping.co.uk/resources/document-centre
Additionally: 
VAT Registration. KC is registered for VAT with HMRC and registered at Companies House and a copy of the registration documents can be sent to customers who request it.
Other information requests should be treated as “red flag” e.g. Requests for copies of:
· passport details of KC directors
· access to carry out audits of KC or KC’s sub-contractors records within our offices
· KC’s audited accounts (other than publicly available on the Companies House website)
The above should be treated as “Red Flag” and referred to senior management. 





Codes of Conduct, Codes of Practice – requesting agreement/compliance with either customer’s own or an association code to which the customer belongs. Treat these as with customer agreements, with caution.  Some codes of conduct will embrace modern slavery, bribery and corruption and others will extend to their own or specific trade association guidance which the customer is attempting to obtain KC’s compliance with and they may be highly detailed.
Some of the requirements may be innocuous but if they imply an additional duty, liability or responsibility they can’t be accepted. They are Red Flags. Otherwise, it should be safe enough if precautions have been taken (i.e. checking, verification and disclaimer).  In all these sorts of documents, caution should be exercised so that our BIFA STC’s are not accidentally overridden or otherwise compromised. It will be a management decision by KC.
Non-disclosure agreements (NDA’s). These are sometimes requested by customers to obtain a promise of keeping customer details and dealings confidential. NDA’s  should not normally be necessary as KC would not during its business disclose any customer confidential agreement as per its BIFA STC’s and AEO compliance. However, this commitment to confidentially does not extend to any competent national or local authority request e.g. HMRC, MCA. 
“Not applicable” information requests. If the request is clearly inappropriate (e.g. refers to the supply of goods rather than services) it is quite appropriate to answer, “Not Applicable”. 
Environment / Environmental. Some customers will request copies of ISO 14001 (Environment). KC no longer has this certification because it applies only to the KC offices, not to its business e.g. vehicles or ships. Carriers may have their own ISO 14001 certificates. In response to such requests it’s appropriate to answer “N/A – benign office environment”.  
Key principle: Agreements to apparently innocuous requirements, if there is any doubt or conflict with BIFA STC’s, agrrements  must be cleansed of anything unacceptable for KC should be claused:
“This agreement or undertaking is subject to the current edition of the standard trading terms and conditions (STC’s) of the British International Freight Association (BIFA).  BIFA STC’s apply alongside this agreement or undertaking and such STC’s will override and take precedence over [the agreement or undertaking] in the event of any conflict of terms, condition, omission or discrepancy to anything herein agreed by KC Group Shipping Ltd. For the purposes of clarity, any “Entire Agreement” clause in [the agreement or undertaking] will be null and void as the terms will be overriden by BIFA STCs.




Sample Annotated Client Questionnaire – Freight Forwarder (BIFA STCs)
Section A: Liability
Q1. Do you accept full liability for all goods entrusted to you, however caused?
Risk: This implies unlimited liability. Outside BIFA limits → no insurance cover.
Safe Answer: “We trade under the BIFA Standard Trading Conditions (current edition), which limit our liability for loss or damage to goods. We cannot accept unlimited liability.”
Q2. Are you liable for any indirect or consequential loss (e.g. lost sales, penalties, reputation)?
Risk: BIFA excludes consequential loss. Answering “yes” extends liability uninsurably.
Safe Answer:“Our liability does not extend to consequential or indirect loss, in line with BIFA STCs.”
Q3. Will you guarantee delivery within agreed transit times?
Risk: Guarantees = strict liability; BIFA only requires reasonable care.
Safe Answer: “Transit times are always estimates. We use reasonable efforts, but cannot guarantee delivery times as per BIFA STCs.”
Section B: Cargo Insurance
Q4. Do you insure all cargo you handle?
Risk: Implies automatic cover. Many, if not most, customers arrange their own cargo insurance cover separately. Under BIFA, cargo insurance is optional and only when requested and subject to the agreement of our cargo insurers.
Safe Answer: “We do not include insurance cover in our standard service offering. We can arrange cargo insurance for certain ‘non-theft attractive cargoes’ upon request and subject to agreement of terms, including of referrals prior to acceptance, and payment of premium, in accordance with BIFA STCs.”
Q5. Do you indemnify clients for any uninsured loss?
Risk: Would make you liable for all uninsured losses → uninsured exposure.
Safe Answer: “Our liability is limited to that provided under BIFA STCs. Cargo insurance can be arranged separately at the customer’s request, subject to terms and our acceptance.”
Section C: Subcontractors
Q6. Are you fully responsible for all acts of your subcontractors?
Risk: BIFA permits use of subcontractors with limited liability. Full responsibility = uninsured extension.
Safe Answer:
“Like most forwarders, we may use subcontractors. Our liability remains limited in accordance with BIFA STCs and they permit us to trade on the sub-contractors own terms and conditions, e.g.  B/L STC’s for ocean carriers, RHA 2024 for road hauliers or UKWA 2010 for warehouses.”
Section D: Time Limits
Q7. Do you accept claims up to 3 years after delivery?
Risk: BIFA limits claims to 9 months from date of booking confirmation (exports) or delivery date (imports). Longer timeframes = uninsured liability.
Safe Answer:
“Claims must be notified and pursued within the time limits set out in BIFA STCs, which is 9 months for cargo related claims.”
Section E: Indemnities
Q8. Will you indemnify us against all fines, penalties, or third-party claims arising from carriage?
Risk: Broad indemnity = uncapped liability, excluded from BIFA & insurance.
Safe Answer:
“We cannot agree to broad indemnities. Our responsibilities are defined and limited by BIFA STCs and those of our sub-contractors .”
Section F: Compliance
Q9. Do you warrant compliance with all laws, regulations, and customer policies?
Risk: Too broad — could include laws beyond your control.
Safe Answer:
“We comply with applicable legal and regulatory requirements relevant to our services, within the framework of BIFA STCs and those terms and conditions of our sub-contractors. Under the BIFA terms it is for the customer to warrant compliance with all laws and regulations in respect of their cargo including of any customs declarations made on their behalf”
Section G: General
Q10. Can you confirm you will accept liability on terms other than BIFA if required by our company?
Risk: Opens the door to non-BIFA contracts → uninsured exposure.
Safe Answer:
“Our services are provided under BIFA Standard Trading Conditions (current edition) only. Any variation would require prior agreement from our Directors and confirmation of insurance cover.”
Key Staff Reminders
✅ Always answer by referring to and incorporating, in writing, BIFA STCs and our sub-contractors STC’s which apply to any and all business undertaken for a customer. These are never to be overridden by any agreement a customer sends to KC. 
✅ Never agree to unlimited liability, guarantees, or indemnities requested by customers
✅ Never be pressured into signing because of an impending booking. 
✅ If in doubt → escalate to management and insurance broker before replying.
✅ Keep answers short, factual, and consistent.


Questionnaire Response Checklist – BIFA STCs Protection
Step 1 – Check the Question
Ask yourself: Does this question…
❓ Ask for unlimited liability?
❓ Ask about consequential/indirect loss?
❓ Require a guarantee or warranty (delivery times, goods condition)?
❓ Extend time limits for claims beyond 9 months?
❓ Ask for full responsibility for subcontractors?
❓ Imply automatic cargo insurance cover?
❓ Request broad indemnities (fines, penalties, third-party claims)?
❓ Demand compliance with all laws/policies without limit?
❓ Imply or require additional duties/responsibilities beyond our usual duties/responsibilities
❓ Imply or require contractual binding agreement to the ‘terms of the questionnaire’ either within the question, heading or signature box. 

If YES to any → 🚩 Red Flag – go to Step 2.
Step 2 – Respond Under BIFA
Always anchor your answer back to BIFA Standard Trading Conditions.
Model phrases:
“We trade under the BIFA STCs (current edition).”
“Our liability is limited in accordance with BIFA STCs.”
“We cannot accept obligations beyond those set out in BIFA STCs.”
“We can arrange cargo insurance upon request, subject to agreement and premium.”
Step 3 – Escalate if Needed
If you are unsure → do not guess.
Escalate to:
Your line manager, or
System and Process Manager / Director.
If variation requested → check with insurance broker before committing.

Golden Rules
⚠️ Never answer “Yes” to anything without qualification — it may override BIFA protections.
⚠️ Never agree to unlimited liability, guarantees, or indemnities.
⚠️ Always reply in writing with reference to BIFA STCs being fully incorporated 

✅ Use this checklist every time you complete a client questionnaire.
It protects KC Group Shipping Ltd, keeps us within our insurance cover, and avoids hidden liability traps.

Training Exercise: Spot the Red Flag 🚩
(For staff completing client questionnaires under BIFA STCs)
Q1.
Client asks, states or implies:
“Do you guarantee that our cargo will always arrive on time and in perfect condition?”
Is this a Red Flag? ✅ Yes
Why? Guarantees = unlimited liability for delays/damage, outside BIFA.
Safe Response:
“Transit times and conditions are subject to factors beyond our control. We always use reasonable care, but our liability is limited under BIFA STCs.”
Q2.
Client asks, (states or implies):
“Can you confirm that you insure all goods you transport?”
Is this a Red Flag? ✅ Yes
Why? Implies automatic insurance; under BIFA, cover is only arranged when requested and paid for.
Safe Response:
“We can arrange cargo insurance upon request and subject to premium, in line with BIFA STCs.”
Q3.
Client asks, states or implies:
“Will you indemnify us against any fines or penalties if customs paperwork is incorrect?”
Is this a Red Flag? ✅ Yes
Why? Broad indemnities create uncapped liabilities outside insurance.
Safe Response:
“We cannot accept broad indemnities. Our responsibilities are strictly defined under BIFA STCs.”
Q4.
Client asks, states or implies:
“Do you accept claims for lost or damaged goods up to 5 years after delivery?”
Is this a Red Flag? ✅ Yes
Why? BIFA limits claims to 9 months. Extending time limits = uninsured exposure.
Safe Response:
“Claims must be notified and pursued within the time limits in BIFA STCs (9 months).”
Q5.
Client asks, states or implies:
“Are you fully responsible for the acts of all subcontractors?”
Is this a Red Flag? ✅ Yes
Why? BIFA allows subcontracting with limited liability. Full responsibility extends liability beyond insurance.
Safe Response:
“We may use subcontractors. Our liability remains limited under BIFA STCs.”
Q6.
Client asks, states or implies:
This, the customer’s document or agreement, is legally or contractually binding on KC and the customer
Is this a Red Flag? ✅ Yes
Why?  We can complete a questionnaire for information only. Our terms of business are BIFA STC’s and no other terms are contractually binding. 
Safe Response:
“The only legally binding agreement we have with yourselves is our BIFA STCs.”
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