
Procedure for managing 
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1.1 Claims Dashboard
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The claims to be 
managed are indicated

Pending: these are claims 
opened by the customer 
that need to be responded 
to by the BricoBravo team.

In Progress: these are 
claims handled by the 
BricoBravo team and that 
must be managed by the 
seller until resolution.

Closed: claims that have 
been completed/resolved.



1.2 How to Handle Claims Marked as “In Progress”
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1) To monitor claims, go to the dedicated "Claims" section and select "In Progress."
2) "In Progress" claims are under the seller’s responsibility. These are cases for which the BricoBravo team has already provided an 
initial response, indicating the resolution process and timeline. It is up to the seller to manage the claim until it is fully resolved.
3) The seller is therefore required to check claims on a daily basis and provide the necessary information within the claim’s 
messaging thread.
4) Please note that all communication must take place within the claim messaging system so it can be tracked by our team.
Note: Communications outside the platform will not be taken into consideration, as they cannot be verified.
5) Please be reminded that if no response or support is provided by the seller within the indicated timeframe, the BricoBravo team 
will proceed with a refund to the customer and close the claim.

By clicking on « » you can view the messages exchanged 
with the customer to analyze the claim.



1.3 EXAMPLE OF AN “IN PROGRESS” CLAIM: Email Exchange Between 
Customer and Seller
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Order number

Customer name
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The customer opens the claim requesting our intervention.

Our response is highlighted in the blue box, where we indicate the resolution method and timeline for 
the claim.

The seller is required to reply to this message and provide the requested information.



1.4 HOW TO MANAGE THE EXAMPLE CLAIM
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In general:
The BricoBravo team reviews the claim on the working day following the indicated resolution deadline. At this point, the 
claim may:
1) Be closed if the issue has been resolved.
2) Be closed with an automatic refund if no assistance has been provided, if the requested information from our team has 
not been submitted, or if we observe negligent behavior on the seller’s part.
3) Be closed in favor of the seller if the customer shows negligent behavior, does not follow the instructions, or fails to 
provide the necessary information to receive assistance.

Note: The closure may be postponed by our team if we see that an agreement is in place and the issue is in the process 
of being resolved.

In this case, by March 17, it will be necessary to provide an active tracking number that proves the shipment of the parts.

On March 18, our team will check the status of the claim:
•If the requested information has been provided by the seller, the claim will be closed in case of confirmed delivery and the 
customer’s confirmation of item integrity. Otherwise, the claim will continue to be monitored until delivery, if the tracking is active 
and the package is in transit.
•If the requested information has not been provided by the seller, we will proceed to close the claim with a full refund to the 
customer on March 18.
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If it is necessary to attach documents to the claim, both the seller and 
the customer can do so through the designated section within the 
claim itself.



Thank you!
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