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ILG Vendor Delivery Standards & Non-Compliance Guidelines



Introduction

ILG have created this document to ensure that deliveries to our warehouses are completed as efficiently as possible, and to minimise the risk of goods being turned away at the point of delivery. 

Adhering to these guidelines will help to preserve the integrity of your products through their transit to ILG and during the subsequent offloading and booking in processes.
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1. Purpose
This document outlines the delivery standards and operational requirements for all suppliers delivering goods to ILG warehouse facilities.

Following these standards ensures:
• Safe and efficient unloading of vehicles
• Accurate goods receipt and inventory processing
• Protection of product integrity
• Minimal disruption to warehouse operations
Failure to comply with these requirements may result in delivery SLA delays, additional handling charges, or refusal of delivery where safety or operational risks exist.

These standards apply to all suppliers, carriers, freight forwarders, and third-party logistics providers delivering goods to ILG facilities.



2. Delivery Booking Requirements
All deliveries must be booked in advance through the appropriate ILG booking team.
A confirmed booking reference must be issued before a delivery arrives at site.
Deliveries arriving without a confirmed booking may be refused or rescheduled.

Booking Requirements
Standard deliveries – Deliveries of fewer than 2 pallets should ideally be booked in advance.

Container or full truck deliveries – Deliveries of 2 pallets or more must have a confirmed booking slot.
During peak operational periods additional notice may be required.

Booking Confirmation
A delivery is only confirmed once a booking reference and delivery time slot have been issued by the ILG booking team.






3. Information Required for Booking
To process a delivery request, the following information must be provided:
• Supplier name
• Client name
• Purchase Order number(s)
• Number of pallets or cartons
• Total shipment weight
• Pallet configuration
• Whether the shipment is palletised or loose loaded
• Container type (if applicable)
• Estimated arrival time
• Vehicle type (curtain, box, tail lift etc.)
• Packing list including batch numbers and expiry dates where applicable
Incomplete booking requests may result in delays in issuing a booking slot.


4. Purchase Order Requirements
All deliveries must reference valid Purchase Order (PO) numbers provided by the ILG client.
PO numbers must be clearly stated on:
• Delivery notes
• Packing lists
• Pallet labels where applicable

Common PO Issues
Examples include:
• Incorrect PO numbers
• PO not available within the warehouse management system
• Quantities exceeding the authorised PO amount
• Deliveries split across multiple shipments without agreement

Operational Impact
Where PO discrepancies occur:
• Goods may be held in the goods-in area
• Customer Service will be contacted to investigate
• Processing may be delayed until clarification is received
Repeated PO discrepancies may result in non-compliance charges.





5. Pallet Requirements
All palletised deliveries must be presented in a safe and stable condition suitable for mechanical handling and warehouse storage.

Pallet Standards
Pallets must:
• Be structurally sound and suitable for warehouse handling equipment
• Be securely shrink wrapped or strapped
• Have evenly stacked cartons
• Not exceed safe weight or height limits
• Not have cartons overhanging pallet edges
Mixed SKU pallets must be clearly labelled and separated where possible.
Loose cartons delivered without pallets may incur palletising charges.


6. Labelling Requirements
All deliveries must include clear and accurate labelling to allow efficient receipt and identification.
Labels must include:
• Supplier name
• Client name
• Purchase Order number
• Product description or SKU
• Carton quantity where applicable
• Batch or expiry date if required
Where pallets contain mixed products, clear identification must be provided.
Poor or missing labelling may result in inspection delays and/or relabelling charges.














7. Documentation Requirements
Every delivery must be accompanied by a packing list or delivery note.
The documentation must include:
• Supplier name
• Client name
• Purchase Order number(s)
• Product descriptions
• Quantities per SKU
• Total number of cartons or pallets
Missing or inaccurate documentation may delay receipt of goods.


8. Vehicle & Delivery Requirements
Vehicles must be suitable for warehouse unloading.
Drivers must ensure:
• Safe access to the vehicle load
• Loads is secure prior to unloading
• Documentation is presented upon arrival
ILG reserves the right to refuse unloading where vehicles present safety risks or unsuitable loading conditions.


9. Driver Arrival Procedure
Upon arrival drivers must:
1. Report to the goods-in reception.
2. Provide delivery documentation and booking reference.
3. Wait for instruction from warehouse staff before unloading.
Drivers must follow all site safety instructions while on ILG premises.
Drivers arriving without an ILG booking reference may be refused entry.













10. Damaged Goods
Goods must arrive in a condition suitable for storage and distribution.
Examples of damage include:
• Crushed cartons
• Torn packaging
• Water damage
• Broken or leaking products
Where damaged goods are identified:
• Stock may be quarantined
• Photographs may be taken as evidence
• The client will be contacted for instruction
Additional handling or disposal charges will apply where required.


11. Loose Loaded Containers
Loose loaded containers require manual unloading and palletising.
This significantly increases handling time and labour requirements.
Where loose loaded containers are delivered, additional handling charges will apply in accordance with the ILG charge schedule.
Suppliers should also be aware that unloading loose loaded containers typically takes considerably longer than palletised deliveries. 

ILG will not accept liability for any demurrage, detention, or waiting time charges incurred from carriers or hauliers as a result of loose loaded containers requiring extended unloading time.



















12. Dangerous Goods (DG)
Notification & Documentation
· ILG must be informed at least 48 hours before any delivery containing hazardous materials.
· A Material Safety Data Sheet (MSDS) must be provided for all new hazardous SKUs at the time of booking.
Segregation & Storage
· DG items must never be mixed with non-hazardous stock.
· Different hazard classes must be segregated to prevent reactions, spills, or contamination.
· DG must not be stored with organic or food stock unless compliant containment measures are in place.
Labelling & Pallet Requirements
· Each pallet containing DG must display the correct UN number, hazard class, and handling instructions in line with transport and safety regulations.
· Pallets must remain stable, shrink-wrapped, and within warehouse weight/height limits.
· Failure to label or secure DG pallets correctly may result in refusal, quarantine, or repalletizing at the supplier’s cost.
Operational Notes
· Deliveries failing to meet DG requirements are SLA-exempt.
· Acceptance of DG is at the discretion of the Warehouse Supervisor/Manager.
· Any non-compliance will be logged and may trigger supplier chargebacks or escalation.
















13. Quality Control & Inspection
ILG may carry out inspection checks where required by the client or where delivery discrepancies are identified.
Inspections may include:
• Quantity verification
• Packaging condition checks
• Batch or expiry verification
Where inspection or corrective work is required due to supplier error, additional charges will apply in accordance with the ILG charge schedule.


14. Repacking or Rework
Where products require corrective handling due to delivery non-compliance, ILG may carry out repacking or rework activities.
Examples include:
• Repacking damaged cartons
• Relabelling cartons
• Rebuilding unstable pallets
Labour and material costs associated with this work may be charged in accordance with the ILG charge schedule.


15. Non-Compliance Charges
Additional charges may be applied where deliveries do not meet ILG delivery standards.
Examples include:
• Deliveries arriving without confirmed booking
• Missing or incorrect documentation
• Pallet non-compliance
• Loose loaded cartons requiring palletising
• Incorrect delivery location 
Full details of applicable charges are outlined within the ILG Non-Compliance Charge Schedule.










16. Refusal of Delivery
ILG reserves the right to refuse delivery where:
• Deliveries arrive without a confirmed booking slot
• Goods exceed safety or operational limits (e.g., pallet height over 2 m, weight over 1,000 kg)
• Vehicles are unsuitable for unloading
• Documentation is missing, incomplete, or incorrect
• Significant non-compliance with delivery standards is identified
Where deliveries are refused, the supplier or carrier is responsible for removing the goods from site.


17. Application of Charges
Non-compliance charges may be applied where additional labour, time, or operational disruption occurs due to supplier delivery issues.
Where multiple non-compliance issues occur within a single delivery, multiple charges may apply.
All charges are invoiced to the ILG client in accordance with agreed commercial terms.


18. Continuous Improvement
ILG works collaboratively with clients and suppliers to improve delivery performance and reduce operational disruption.
Where recurring delivery issues are identified, ILG may review supplier performance and provide feedback to support improvement. Suppliers are encouraged to contact the relevant ILG team if clarification is required regarding these standards.









19.Supplier Delivery Compliance Checklist
To ensure your deliveries are accepted and processed without delay, please confirm the following before dispatch.
Before Booking
☐ Purchase Orders uploaded to the system
☐ Packing list prepared including batch and expiry details
☐ Correct pallet quantities confirmed
☐ Delivery booked with the correct ILG site
Before Dispatch
☐ Pallets securely shrink wrapped
☐ No pallet overhang
☐ Maximum pallet weight within limits
☐ Pallet height within site limits
☐ One SKU per carton where possible
☐ Cartons labelled clearly
Documentation
☐ Packing list attached
☐ PO numbers clearly referenced
☐ Pallet labels applied on two sides
Transport
☐ Correct vehicle type confirmed
☐ Tail lift declared if required
☐ Delivery slot confirmed
Failure to meet the above requirements may result in delivery delays, handling charges, or SLA exemption.
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