Federal Motor Carrier Safety Administration, DOT
(2) An emergency or temporary agent
provides origin or destination services
on your behalf, excluding the selling of,
or arranging for, a transportation service. You permit or require the agent to
provide such services under the terms
of an agreement or arrangement with
you. The agent performs such services
only on an emergency or temporary
basis.
(b) If you have agents, you must have
written agreements between you and
your prime agents. You and your retained prime agent must sign the
agreements.
(c) Copies of all your prime agent
agreements must be in your files for a
period of at least 24 months following
the date of termination of each agreement.

nicate with your principal place of
business by telephone.
(2) A telephone number.
(3) A clear and concise statement
about who must pay for complaint and
inquiry telephone calls.
(4) A written or electronic record system for recording all inquiries and
complaints received from an individual
shipper by any means of communication.
(c) You must produce a clear and concise written description of your procedure for distribution to individual shippers.
§ 375.211 Must I have an arbitration
program?
(a) You must have an arbitration program for individual shippers to resolve
disputes about property loss and damage and disputes about whether carrier
charges in addition to those collected
at delivery must be paid. You must establish and maintain an arbitration
program with the following 11 minimum elements:
(1) You must design your arbitration
program to prevent you from having
any special advantage in any case
where the claimant resides or does
business at a place distant from your
principal or other place of business.
(2) Before execution of the order for
service, you must provide notice to the
individual shipper of the availability of
neutral arbitration, including all three
of the following items:
(i) A summary of the arbitration procedure.
(ii) Any applicable costs.
(iii) A disclosure of the legal effects
of election to use arbitration.
(3) Upon the individual shipper’s request, you must provide information
and forms you consider necessary for
initiating an action to resolve a dispute under arbitration.
(4) You must require each person you
authorize to arbitrate to be independent of the parties to the dispute
and capable of resolving such disputes,
and you must ensure the arbitrator is
authorized and able to obtain from you
or the individual shipper any material
or relevant information to carry out a
fair and expeditious decisionmaking
process.

§ 375.207 What items must be in my advertisements?
(a) You and your agents must publish
and use only truthful, straightforward,
and honest advertisements.
(b) You must include, and you must
require each of your agents to include,
in all advertisements for all services
(including any accessorial services incidental to or part of interstate household goods transportation), the following two elements:
(1) Your name or trade name, as it
appears on our document assigning you
a U.S. DOT number, or the name or
trade name of the motor carrier under
whose operating authority the advertised service will originate.
(2) Your U.S. DOT number, assigned
by us authorizing you to operate as a
for-hire motor carrier transporting
household goods.
(c) Your FMCSA-assigned U.S. DOT
number must be displayed only in the
following form in every advertisement:
U.S. DOT No. (assigned number).
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§ 375.209 How must I handle
plaints and inquiries?

§ 375.211

com-

(a) You must establish and maintain
a procedure for responding to complaints and inquiries from your individual shippers.
(b) Your procedure must include all
four of the following items:
(1) A communications system allowing individual shippers to commu-
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