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SERRV has worked with, and on behalf of,
artisans and farmers like you for over 60 years. One of the first
alternative trade organizations in the world, SERRV is a founding
member of the World Fair Trade Organization (formerly IFAT)
and a founding member of the Fair Trade Federation (FTF).
As an organization, we combine trade with training and other
organizational assistance.
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Dominion Traders, Pakistan
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INTRODUCTION
Dear Friends,
We are pleased to present you with an updated version of our producer partner manual, which includes new information
about how we develop each season’s collections, select samples, place orders, and expect to receive shipments. We would
like you to review this manual carefully, share it with your artisans and staff members, and keep it as a reference.
Environmental Policy
We will be posting a copy of our new environmental policy to artisanwork.org soon. Our environmental policy provides
information regarding our preferences for eco-friendly materials, finishes and techniques that are good for the world and
healthy for artisans. It also talks about our internal efforts to make SERRV a more environmentally friendly organization.
We welcome your feedback on this document, and would love to have any information you can share regarding your
organization’s environmental efforts.
Complex Regulatory Environment
As you know, regulations regarding product content and shipping requirements are becoming much more complex in the
United States and the rest of the world. Thus, we ask that you pay close attention to the revised regulatory and shipping
requirements sections in this manual, which cover important information about the California Lead Containing Jewelry
Law, Children’s Protection Safety Act, Security Filing 10+2 customs shipping document requirements, and The Lacey Act
import declaration for wood products.
Focus on Quality Control
Please carefully review the expanded section on quality control, which outlines our quality control procedures and policies
and provides some best-practice examples of great quality control.
Work in Partnership
We hope that this manual clarifies our expectations and helps you better understand how we can work together to
sell quality products and increase sales. Any suggestions that you have regarding how we can improve these policies
and procedures are most welcome. We ask that you sign and return the enclosed form via fax or electronic scan, to
acknowledge your receipt and review of this manual. (This form is also available at artisanwork.org and you are welcome to
fill it out and send it to us electronically.) It is very important to us to know that you have received and read this document,
so please respond within two weeks of receiving this updated manual.
The Future
We hope you find this updated manual to be helpful. We will continue to update it from time to time to keep it current and
relevant to changing conditions. We will continue to incorporate your feedback in future versions. We look forward to
working with you to increase sales for all of the artisans and farmers we are privileged to represent in the American marketplace.
Best Wishes,

Bob Chase
President | CEO

Steve Anderson
Director of Product Development & Merchandising
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FAIR TRADE EXPECTATIONS FOR PARTNERS
SERRV expects that all of our partners will adhere to fair trade standards as established by the World Fair Trade
Organization (WFTO, formerly IFAT) in their work. We expect you to continuously monitor to ensure that these
standards are upheld in all of your dealings with SERRV and we commit to upholding them on our part.
1 CREATING OPPORTUNITIES FOR ECONOMICALLY DISADVANTAGED PRODUCERS: Fair Trade is a strategy for poverty
alleviation and sustainable development. Its purpose is to create opportunities for producers who have been economically
disadvantaged or marginalized by the conventional trading system.
2 TRANSPARENCY AND ACCOUNTABILITY: Fair Trade involves transparent management and commercial relations to deal fairly
and respectfully with trading partners.

3 CAPACITY BUILDING: Fair Trade is a means to develop producers’ independence. Fair Trade relationships provide continuity,
during which producers and their marketing organizations can improve their management skills and their access to new markets.

4 PROMOTING FAIR TRADE: Fair Trade Organizations raise awareness of Fair Trade and the
possibility of greater justice in world trade. They provide their customers with information about the organization, the products,
and in what conditions they are made. They use honest advertising and marketing techniques and aim for the highest standards
in product quality and packing.
5 GENDER EQUALITY: Fair Trade means that women’s work is properly valued and rewarded. Women are always paid for their
contribution to the production process and are empowered in their organizations.
6 WORKING CONDITIONS: Fair Trade means a safe and healthy working environment for producers.

7 THE ENVIRONMENT: Fair Trade actively encourages better environmental practices and the application of responsible methods
of production.
8 PAYMENT OF A FAIR PRICE: A fair price in the regional or local context is one that has been agreed through dialogue and
participation. It covers not only the costs of production but enables production which is socially just and environmentally sound.
It provides fair pay to the producers and takes into account the principle of equal pay for equal work by women and men. We
expect that when working on an order, producers will earn at least the equivalent to the minimum daily wage in your country for
each eight hours of work. We expect that our partners will make every effort to monitor these wages. Any advances given by
SERRV should be passed on to producers for purchases of raw materials, etc. We expect that all payments will be made promptly
to producers. We will do our best to make our payments promptly to you.
9 CHILD LABOR: Fair Trade Organizations respect the UN Convention on the Rights of the Child, as well as local laws and social
norms in order to ensure that the participation of children in production processes of fairly traded articles (if any) does not
adversely affect their well-being, security, educational requirements and need for play. If children are involved in production, we
expect you to disclose details about their involvement to SERRV.
10 TRADE RELATIONS: Fair Trade Organizations trade with concern for the social, economic and environmental well-being of
marginalized small producers and do not maximize profit at their expense. They maintain long-term relationships based on
solidarity, trust and mutual respect that contribute to the promotion and growth of Fair Trade.
For more information, see www.wfto.com
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Kumbeshwar Technical School, Nepal
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Trade Aid , Ghana
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DESIGN POLICY
Respecting Cultural Heritage and Artistic Integrity

SERRV recognizes that crafts are a global phenomenon, and that many countries share similar craft
traditions. For example, a scarf knitted in Nepal can look very similar to a scarf knitted in Peru.
However, SERRV avoids purchasing items that “borrow” heavily from cultures that aren’t their own.
For example=, we prefer not to sell an elephant item made in Chile where there are no elephants.
We also urge our producer partners to rely on their own creativity. While the internet and trade
shows are wonderful sources of inspiration, we ask that you respect the original designs of other
artisans and refrain from copying them.
When products have been designed or modified by SERRV, we ask that you do not sell those
products to other buyers in the United States market for two years from the time we place our first
order. If after one year we have not ordered a product that we designed or modified with you, you
may show it to other clients. (Please contact us directly if a US buyer is interested in one of the
products we have developed with you.)
However, if you wish to sell a SERRV designed product outside the US market—such as Europe or
Australia, you are welcome to do so at any time. You do not need to ask permission to sell products
in these markets, but we would very much appreciate it if you would inform us when any buyer
outside the US places an order for a product designed or modified by SERRV.

11

PRODUCT DEVELOPMENT AND
PURCHASING CALENDAR
SERRV markets your products to buyers using paper catalogs that are sent by mail and also through
our website. Each year we mail out over one million catalogs to our customers. SERRV develops
two new seasonal catalogs each year, a Spring/Summmer catalog and a Fall/Holiday catalog. The
first is the “spring/summer” catalog, which is mailed out between February and May. Products are
sold from this catalog from February to August of each year. Our second catalog, the “Fall/holiday”
catalog, is mailed out from August to January of the next year, and the products in this catalog are
sold primarily from August of one year to January of the next. This is our larger catalog, and includes
Christmas items.
The product selection process for each catalog begins a full year before the catalog is mailed to the
customers who will buy your products. Samples that are requested in February will be reviewed and
selected in July, then purchase orders will be issued for those products in September. The products
will finally be sold in a catalog that is mailed in February of the following year ( “Spring/Summer
catalog). If a purchase order is given in September we expect the merchandise to arrive in our
warehouse in January of the following year. For our Fall/Holiday catalogs, we request samples in July/
August to be reviewed and selected in early January. Then purchase orders are issued in January or
February for merchandise that we expect to arrive in our warehouse between May and July.
Most producers can expect to receive two purchase orders from us each year, and some additional
smaller re-orders if your products sell better than anticipated, or if we place a special order.
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JANUARY
Final selection meeting for
Fall of next year

FEBRUARY

MARCH

Mid-February first copies of
the Spring catalog sent to
customers

Sample requests for the
following year’s Spring
catalog begin

Fall purchase orders are
released

Reorders go out for current
year’s Spring best-selling
items

Wage Guide requests sent
Feedback sent for Fall
samples not chosen
Orders for Spring catalog
should have arrived in
Maryland

Feedback for samples not
chosen continues

Second mailing of the
Sping/Summer catalog

APRIL
Product Development trips
begin
Spring product sample
requests continue
Check Artisanwork.org for
informational update
Third mailing of the Spring/
Summer catalog.

Fall/Holiday catalong sent
with prices reduced

MAY
Product Development trips
continue

JUNE
Samples for Spring selection
meeting begin to arrive end
of month

Sample request follow-up
Product Team begins
discussing Spring two years
out based on expected
trends

Next year’s Fall catalog
plans begin

JULY
Final product selection
meeting for next year’s
Spring catalog takes place
mid-July

AUGUST
First copies of Fall/Holiday
catalog sent to customers
Feedback sent to Producer’s
for Fall samples not chosen

Wage guide requests sent
Orders for the current Fall
catalog to be in Maryland by
July 31st at latest

Sample request’s for next
year’s Fall catalog begin

Last mailing of Sping/
Summer catalog with prices
reduced

SEPTEMBER

OCTOBER

Sample requests for next
year’s Fall catalog continue

Reorders are sent for current
Fall best-selling products

Purchase orders sent for
products chosen in July’s
product selection meeting

Follow up on next Fall’s
sample requests

Second mailing of Fall/
Holiday catalog

Third mailing of Fall/Holiday
catalog

NOVEMBER
Sample request follow up
Receive production photos
of new Spring product
Forth mailing of Fall/Holiday
catalog

DECEMBER
Samples ship for the January
product selection meeting
Year-end sales and
accounting reviews for
Product Team
Brainstorming for the
year ahead
Fifth mailing of Fall/Holiday
catalog.

Possible reorders of fast
selling fall products issued
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COMMUNICATION
Our primary means of communication is email

NEW WINDSOR, MARYLAND | PURCHASING
Purchasing Coordinator
Barbara Fogle

Contact regarding purchase orders, shipments,
payments and labeling
email | barb.fogle@serrv.org
phone | (410) 635-8761
fax | (410) 635-8774

MADISON, WISCONSIN | PRODUCT DEVELOPMENT & MERCHANDISING
Director of Product Development

Senior Product Development Specialist

Steve Anderson

Kerry Evans

Contact regarding general product
development questions & food information

Contact regarding product & sample
development

email | steve.anderson@serrv.org
phone | (608) 255-0440 tel
fax | (608) 255-0451 fax

email | karry.evans@serrv.org
phone | (608) 255-0440
fax | (608) 255-0451

Product Development Specialist

Product Development Associate

Anne Brady

Jenna Doerfler

Contact regarding sample development,
& trend information

Contact regarding product & sample
development

email | anne.brady@serrv.org
phone | (608) 255-0440
fax | (608) 255-0451

email | jenna.doerfler@serrv.org
phone | (608) 255-0440
fax | (608) 255-0451
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CONTACTING US
We do our best to respond to partners within a short period of time. You should receive an email
confirmation from us within a week of when we receive a purchase order or sample shipment. A
more detailed analysis of the shipment status is sent when the warehouse processes the shipment,
which may take several weeks at busy times of the year. This will include detailed information about
products that arrived to us damaged or with poor quality. Decisions about product samples are made
two times a year, and we are unable to promise immediate feedback on samples.
SERRV staff members retain copies of most communication with our producer partners. It is helpful
to both SERRV and your organization if you also keep a copy of all communication with SERRV,
including financial transaction information, and keep written notes of all verbal communication, such
as phone calls or meetings during visits.

VISUAL COMMUNICATION
Whenever possible, please email images of samples as jpeg files with the product code and price as
the title of the photo and/or embedded in the photo, together with an Excel spreadsheet that lists a
code, description and price to correspond with each sent product image. We would like these sample
images to be in jpeg format, with a resolution of 50 kb or smaller. We strongly prefer to receive
sample images in this format. Please do not send us sample images in Adobe Acrobat, Power Point,
or Microsoft Word documents—these documents take longer for us to open and are more difficult to
integrate into our sample filing system.
Remember: when you send us images of products in production, please title the product with our
SKU number, and send it as a jpeg file of less than 50 kb.
The photo shown here does a great job giving us the information that we need:
-The vendor code of this product
-Short description with materials used
-The size of the product
-FOB price

Trade Aid, Ghana
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SIZING PHOTOS
Please send photos of samples no larger than 5” x 7” (13cm x18cm) each. Very large photos are
unnecessary in order for us to see the product and often overload our email system.
There are two ways to resize digital photos: you can change settings on your digital camera, or
change the size of the image after downloading it to your computer:

1. Change the size of image the digital camera will photograph:
Exact instructions will vary from camera to camera. Please refer to your camera’s
user manual for more detailed instructions.
General instructions:
Before a photo is taken, press the menu button on your digital camera. Then
scroll down to the picture quality option. There should be several options (may
vary according to camera):
Best (5.0 megapixels and above) - produces 8” x 10” size image or larger.
Better (3 to 3.2 megapixels) - produces 5” x 7” size or larger.
Good (2.0 megapixels) - produces 4” x 6” size.
VGA- produces small images for sending in emails
Sample photo quality should be set to Good (2.0 megapixels) or smaller, like
VGA. Remember that you can always change the size of the photo using a photo
editing program on the computer (read number 2 below).

10
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2. Change the size of the image in a photo editing program on the computer:
Various computer software programs have the tools for resizing images.
Examples of such programs are:
Adobe Photoshop
Paint Shop Pro
Microsoft Office Picture Manager
Often times some sort of photo editing software is included when purchasing a
digital camera. Instructions may vary from software to software. Please refer to a
user manual for more detailed instructions.
General Instructions:
Open the photo editing software program. Import the image you want to resize
(To import, go to the top toolbar and select “File”. Then select “Open”, “Add
image”, or “Import”. Choose which image you want to edit). Once the image is
open, go to the top toolbar and click on either “Image” or “Picture”. Then scroll
down your mouse to select “Resize”. You can resize images in various ways: you
can reduce or increase the size by percentage of the original, by pixel size, or by
the actual dimensions of the print. Make sure that the image maintains correct
proportion to the original. Also note that by increasing the size of a photo, the
quality will decline. Make sure to save a copy of this newly sized image by going
to “File” and selecting “Save As”.
Standard Document Formats
SERRV uses the following formats for documents:
		
Microsoft Word (.doc)
Microsoft Power Point (.ppt)
Microsoft Excel (.xls)
Adobe Acrobat (.pdf)
Jpegs (.jpg, .jpeg)

Please let us know if you do not have the ability to open any of these types of
documents and we will either send you information in a different format or guide you to
a place to download the appropriate software.

11
17

SAMPLE POLICY
NEW SAMPLING POICY
Regional contact persons from the Product Development Department have been assigned to
each producer partner.
Kerry Evans (kerry.evans@serrv.org) - Africa, Haiti, Nepal, S.E. Asia
Anne Brady (anne.brady@serrv.org) - Bangladesh and India:
Jenna Doerfler (jenna.doerfler@serrv.org) - Latin America and Middle East:

The contact person for your group will be in charge of:
1. Sending out all sample requests
- DO NOT SEND PHYSICAL SAMPLES TO SERRV WITHOUT PRIOR APPROVAL
- Sample requests are placed twice a year. (See Calendar on page 6 for dates)
- A “Sample Request Form” is used for all SERRV designs. This form provides information
regarding:
Target Price Points:
Measurements
Requested Colors
Design references
2. Doing follow-up work and asking for modifications if needed
- After sending an image of the requested sample, your contact person will discuss whether
there are any further modifications needed before shipment.
3. Approval of samples
- Your Product Development contact MUST approve all samples before they are shipped to us.
All samples should be sent to our Madison, WI office.
4. Coordinating sample shipments
- Your product Development contact will ask you to research shipping options and will decide
which option is best. PLEASE WAIT FOR CONFIRMATION ON BEST METHOD BEFORE
SHIPPING. (more information below)
- Please make sure to include a detailed invoice with code, fob price and materials used for
each sample. Also, if possible, include the shipping cost information for reimbursement.
5. Providing feedback for requested samples
- A standard sample feedback form will be sent to producer partners following our Product
Selection meetings by your contact person. If feedback is needed earlier, please send a list
of the samples, along with a code, brief description or photo. We will do our best to send
feedback in a timely manner.

12

6. Day to day email correspondence as needed
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NEWLY DEVELOPED PRODUCTS/LINES:
We encourage you to send us photos of any new products/product lines. We keep these images
in our product library and use them when looking for new products. Product images can be sent in
these formats:
Updated product line CD
Pdf file of new product lines
Jpeg images of new products
Include code, FOB cost, materials and sizes for each product.
COUNTER SAMPLES
Producer partners are expected to keep a counter sample of any product that is physically sent to
SERRV. SERRV will not compensate for the counter sample. The counter sample should be exactly
identical to the sample that is sent to SERRV and should be labeled with the same code and kept
by the producer partner. This sample is for your reference should an order be placed.
FOB PRICING GUIDELINES
In general, SERRV uses a 5 mark up to calculate our retail selling prices. For example:
FOB $5.00 x 5 = $25.00 retail price to direct mail customers
To find an approximate FOB cost for products in the SERRV catalog, select a craft item and divide
by 5. For example:
Retail $30.00 divided by 5 = $6.00 FOB cost
Note: Not all of our products sell at the 4.8 retail price mark-up. SERRV store customers who buy in large quantities
receive a wholesale discount of approximately 50% off the retail price.

PAYMENT FOR SAMPLES
All samples used in the creation or development of merchandise requested by SERRV will be paid
for upon presentation of an invoice, even if the physical sample was not asked to be sent. An
invoice can be sent to your regional contact person as an attachment to an email, faxed or included
with the sample shipment. IF AN INVOICE IS LESS THAN $100, PAYMENT MAY BE COMBINED
WITH A FUTURE PAYMENT.
SAMPLE PACKING
Each sample sent to SERRV must have a vendor code and FOB cost attached to it. It is very helpful to
SERRV to have additional information such as materials and techniques listed on a hang tag or on the
invoice. (For hang tag examples, see the Attachment section of this manual)
Samples are to be packed carefully to prevent damage during transit. Often the handling of small
packages sent via courier or air freight are not managed carefully, thus breakage occurs. This includes
all samples but especially products made of glass, ceramic and other fragile materials. Shipping
cartons should be of sturdy quality and be secured tightly to withstand excessive handling.
1413
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It is the responsibility of the producer to see that all efforts are taken to ensure the sample arrives
in good condition. For severely damaged items, SERRV may ask that the producer partner replace
broken products and pay the shipping costs.
SAMPLE SHIPMENTS
Sample shipping is a major expense for SERRV. We ask that producers investigate the least costly
way to ship their samples and coordinate this with their contact person. This includes air freight
and “door to door” courier services such as DHL, FedEx, TNT, Express Mail International or UPS.
SERRV has international accounts with FedEx, DHL and UPS and producers may ask to use one of
these accounts. If you choose to not use a SERRV account for shipping, we ask that you include
on the invoice any shipping charges owed to you. DO NOT ship samples to the warehouse in
New Windsor, Maryland, unless requested by your contact person.
Ship Samples To:
Attn: (Contact person’s name)
SERRV International - Product Development Department
122 State Street, Suite 600
Madison, WI 53703
USA

Tel: 608-255-0440

If shipping air freight, please note that the “airport of destination” is: Chicago ORD and the
“final destination” is Madison, Wisconsin. The following is additional information to be provided
on the air waybill:
Notify Party:
Ken Chew
FedEx Trade Network, Inc.
General Brokerage
1101 Busse Road
Elk Grove Village, IL 60007
phone | 630-875-6510
fax | 630-274-7593
email | ken_chew@ftn.fedex.com

Consignee:
SERRV International
122 State Street Suite 600
Madison, WI 53703
USA

Please email tracking information to your Product Develoment regional contact person. He or she
will notify you when the samples arrive. Also, in advance of an air freight shipment, the producer must
send all documents (invoices, packing lists, etc.) and forward them to:
ord_air_brokerage@ftn.fedex.com
cc: ken_chew@ftn.fedex.com
For rate estimates on air freight, please contact the following and provide complete detail of the
rates needed - origin, destination, pieces, weight, commodity:
pilot_quotes@ftn.fedex.com
20

PURCHASE ORDER PROCESS
Please follow the procedure below when processing SERRV purchase orders
ACKNOWLEDGEMENT
Please confirm receipt of a purchase order as soon as you get it, so that we know that it was received.
Acknowledgement of receipt of purchase order should be sent within 3 days.
PRODUCT INFORMATION SHEET REQUIRED FOR ALL PRODUCTS SELECTED FOR PURCHASE
SERRV requires that the product information sheet (see sample in Attachment section) be completed
for each product that is selected for purchase. You may fill out the digital version of the form (email
your contact person if you need a copy) or fill it out by hand and fax it to the product development
department at 1-(608)-255-0440. We will need this information before we are able to issue a purchase
order.
CONFIRMATION
As soon as possible, please confirm that you can fill the purchase order. An email to barb.fogle@
serrv.org is sufficient to confirm the purchase order, or you may write on the purchase order, noting
any changes, and fax it back to our office in Maryland: (410) 635-8774. SERRV will then reissue the
purchase order, if necessary. Once the purchase order is accepted, you may issue a proforma invoice,
if desired, although this is not required. We expect that purchase orders will be confirmed within 7
days of receipt.
REQUEST FOR ADVANCE
When the purchase order is accepted you can request a payment advance from SERRV. Please make
this request, for up to 50% of the purchase order, to Purchasing Coordinator Barb Fogle (barb.fogle@
serrv.org.) Serrv expects that if you receive an advance you will advance funds to your artisans to
purchase materials and for other production expenses. Please see the next page for details. Please
provide the purchasing coordinator with all your bank information and the purchase order number.
See section on Payment Procedures (pg 16) for details on the necessary bank information.
COMPLETE AND RETURN PRODUCTION CALENDAR
Particularly for groups fulfilling their first or second order, we ask that you send SERRV a complete
production planning calendar in addition to the accepted purchase order. We also require you to
send a production photo for all new products. See the Attachment section for an example production
planning calendar and page 18 for more information about the production photo.
Relevant attached documents found in the appendix:
Product Information Sheet
Production Planning Calendar
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ADVANCE PAYMENT REQUIREMENTS
We understand it can be a challenge for our producer partners to finance production of our orders.
In order to alleviate financial stresses on your organization, SERRV pays an advance of up to 50%
of the full value of the order at the time of the order confirmation or receipt of a Proforma invoice.
Please note that this advance is not automatic. You must request it by contacting Barb Fogle
(barb.fogle@serrv.org) when each new purchase order is received. We expect that the advance will
be used for purchase of raw materials, labor, etc., and that if you work with artisans and farmers
outside of your own organization, that you will pass this advance on to them. The intent of this
advance is to allow your organization and individual artisans and farmers to avoid borrowing
money at high commercial lending rates. We do not charge interest on advance payments.

CORR - The Jute Works, Bangladesh
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PAYMENT PROCEDURES
PAYMENT TIMING:
Our current payment policy is as follows: SERRV will begin the process of requesting a payment for
products upon receipt of shipment documents in New Windsor by the Purchasing Coordinator, Barb
Fogle. Payments for multiple invoices or samples will be consolidated into one payment. In order to
reduce our expense of making wire transfers, payments for less than US$100.00 will be held until a
larger amount is due. Payments to non-United States banks are made through Shared Interest in the
United Kingdom.
PAYMENT PROCESSING
Shared Interest: SERRV processes most payments through Shared Interest, a co-operative lending
organization that aims to reduce poverty in the world by providing fair and just financial services. They
work with fair trade businesses around the world, both producers and buyers, providing credit to
enable producers to be paid in advance and to help fair trade develop. They are a member of WFTO
- the World Fair Trade Organization.
SERRV Check: SERRV does pay some producers by check. If you are working in the United States, or
have a U.S. based business bank account, you can be paid by SERRV check.
Documentary Collection: Producers who require documentary collection payment will receive their
payments by wire transfer through the New Windsor State Bank.
YOUR BANKING INFORMATION
Contact your bank for complete wire instructions and provide them to Purchasing Coordinator Barb
Fogle. You will need:
Producer Organization Name
Contact Person
Complete address, telephone number, fax number of Producer Organization
Email address
Bank Name
Branch Name (if applicable)
Complete address of bank
Swift Code (if available)
Beneficiary/Account Name
Account Number
IBAN Number (if applicable) 			
Update the Purchasing Coordinator, Barb Fogle, immediately if any changes occur with your banking
information. If you receive your payment through Shared Interest, please send them your updated
information at the same time. This will help avoid any delays or errors in the transfer of the funds.
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Please allow ten business days for the payment to reach your bank. Both of these notifications include
the following information: the buyer (SERRV), the purchase order number, the full order value, the
expected delivery date, payment type - either prepayment (PP) or final payment (FP) and the payment
value. The payment notification may not match the actual transfer into your bank due to the various
fees your bank may deduct first.
If you do not receive payment for an invoice within 30 to 45 days of sending the documents to SERRV
please contact Barb Fogle (barb.fogle@serrv.org).
SHARED INTEREST CUSTOMER MEMBERSHIP
If you have a facility with Shared Interest it will consolidate all payments received from all buyers who
use Shared Interest. The payments are made on a scheduled monthly date (1st and 16th). The added
benefits for producers applying for a facility are that they can access additional credit from Shared
Interest in addition to any prepayments the buyers may make (up to 60% for any commodity and 80%
for handcrafts) or that they can deduct term loan repayment (for purchase of infrastructure) from the
buyers’ payments to save on transfer charges and exchange rates.
You must work under the Fair Trade principles to apply for a facility with Shared Interest. If you are
interested to apply please contact the Regional Manager at Shared Interest for more information or
visit their website www.shared-interest.com/borrow
Latin America
Paul Sablich (paul.sablich@shared-interest.com)
Main office: +511 422 3379
Africa
Rachel Ngondo (Rachel.ngondo@shared-interest.com)
Main office: +254 (0) 20 253 8712 +254 (0) 20 253 8712
Rest of World
Andrew Ridley (Andrew.ridley@shared-interest.com)
Main office: +44 (0) 191 233 9100
If you are intereted in information about becoming a member of WFTO, please see their website:
www.wfto.com
Pleae note: SERRV makes all payments in US dollars.
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QUALITY CONTROL & PRODUCTION
To prevent quality errors that are costly for both of us, SERRV asks all of its partners to incorporate the
following procedures into their quality control systems.
In order for SERRV to accept your merchandise the product must be of the same quality (or better)
than the sample you provided originally. While we recognize that hand crafted products may vary
slightly, we will only accept products that have the same appearance as the sample (same color, size
and shape), unless you have been given prior authorization from the SERRV Product Development
Department for a substitution.
EFFECTIVE QUALITY CONTROL means that you:
1. Maintain counter sample originals of the same sample sent to us, and regularly check
production against these counter samples.
2. Check quality control at multiple points throughout the production process, not just at the end
of production.
3. Use a thorough quality control checklist for monitoring consistency and quality of your
production. We have provided an example of a checklist on page 31.
4. Provide all artisan groups with a copy of this quality control checklist and make sure they know
to check for these quality issues as they make products.
ON TIME PRODUCTION AND DELIVERY
SERRV expects all producers to provide a timely response to our mid-production check in, with
an assurance that production is proceeding on schedule. In the event that production has been
delayed, SERRV asks that you notify us immediately and request a new shipping date. We have
included a sample production planning calendar in the Attachment section of this manual as a tool
that you may use if you do not have an established production planning system. We ask that all
groups who are new to working with SERRV complete a production calendar and return it to SERRV
with their purchase order for their first three orders.
DIGITAL PRODUCTION SAMPLE PHOTO
In an effort to prevent problems with quality control, we ask that you send us digital photos of
products at the beginning of the production process. The production photo assures us that the
product is being made correctly and can allow us to correct any errors that could be costly. Shipment
is contingent on SERRV’s acceptance of a digital image of a production sample. These photos should
be sent to your contact person. We advise that you send these images early in the production
process, so that we can detect any production problems. Do not ship products until the image of the
production sample has been approved. Please see the section on communication for information
on how to size digital images. We expect that you will continually monitor the production of each
product.
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SUBSTITUTIONS
Substitutions must always be approved before the product is produced and shipped to us. We
WILL NOT accept products that contain substitutions that have not been approved beforehand. If
in the process of production you find that a material is unavailable, or you need to otherwise make a
substitution, you must inform us as soon as possible. We cannot guarantee that we will accept the
product and compensate you for it, but we will try to work collaboratively with you to find a solution.
100% QUALITY CHECK
We expect that, as exporters, your organization will do a 100% quality check on your products, so that
your products arrive in good condition and our warehouse will need only to spot check some of the
products. You can find a quality control checklist in the attachments to this document. Specific quality
requirements for individual products are covered in the next section of this manual.
SERRV’S INTERNAL QUALITY CONTROL MEASURES
When a shipment is received in New Windsor, each order is thoroughly inspected and compared to
the original sample. A SERRV SKU QUALITY CONTROL FORM has been developed listing potential
problems. (See copy of form in the Attachment Section.) The form is filled out by our receiving
department and given to the contact person who will notify the producer. A spreadsheet will be
used to track any problems by producer. Depending on the specifics of the problems, further action
may be taken. Although very time consuming, this is necessary for both SERRV and the producer
partner. When customers receive a product that is different from or inferior to the product pictured
in the catalog, it is returned and a sale is lost. More importantly, the reputation of the producer is
compromised. Both SERRV and the producer partner are likely to lose money. If more than 5% of
a shipment is rejected for Quality Control Issues, SERRV may ask for compensation for the rejected
products via a credit against future purchase orders.

Relevant attached documents found in the appendix:
Production Planning Calendar
SERRV SKU Quality Control Form
Quality Control Checklist
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PACKING
PACKAGE PRODUCT FOR THE END CUSTOMER
We like to reuse and conserve the original packing materials in order to avoid waste, preserve the
environment and cut down on costs. Whenever possible, please pack in boxes that are sturdy so that
the item can be re-sent to the customer in this same packaging. Less fragile items can be packaged
in poly-bags. If the circumference of the poly-bag opening is larger than 14 inches, then a warning
label must be attached, as follows:
THIS BAG IS NOT A TOY.
WARNING: TO AVOID DANGER OF SUFFOCATION, KEEP THIS BAG AWAY FROM
BABIES AND CHILDREN. DO NOT USE IN CRIBS, BEDS, STROLLERS OR PLAY PENS.
TEAR UP BAG BEFORE THROWING AWAY.

Further instructions for specific product categories:
Baskets - Whenever possible, baskets should be fumigated and you must provide us with a
copy of your fumigation certificate. Baskets often do not need to be wrapped. If shipping baskets as part of a container shipment, you need not pack the baskets in cartons but can stack
them loosely in the container, with the heaviest baskets at the bottom.
Ceramics - Individually wrapped and boxed. When ordered as a set, please package as a set.
INEXPENSIVE LIGHT ITEMS: Inexpensive light items such as slide whistles, flutes and brushes
should be wrapped and stacked.
Jewelry - Please place in plastic bags, using SERRV cards when possible. If you do not have
SERRV cards for your jewelry, please ask Purchasing Coordinator Barb Fogle to send some to
you.
Leather - Place in plastic bags. Please use a silica drying envelope when possible.
Metals - Individually wrapped and boxed. When ordered as a set, please package as a set. If
they cannot be boxed, they should be very well wrapped in plain paper and layered.
Painted and Lacquer - Individually wrap and box. Please be sure that these products are
100% dry before wrapping to prevent packing materials from sticking to the product. Use low
residue stickers when affixing stickers to these products.
Paper - Place in plastic bags. Please use a silica drying envelope when possible.
Shells - Wrap carefully, place in a plastic bag and then box if possible.
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Stone and Glass - Individually wrapped and boxed. When ordered as a set, please package
as a set.
Textiles - Package in a clear plastic bag. When ordered as a set, please package as a set.
Wood - Individually wrap and pack in individual boxes. Please use a silica drying
envelope when possible.

PREPARING THE MASTER CARTONS
After items are individually packaged, please prepare the master cartons with the following guidelines in mind:
- Do not over pack. Cartons should be snug but not too tightly packed.
- Pack heavier, more durable items in sturdier cartons than lighter, more fragile items.
- Make the packing list as you pack. For instructions on preparing the packing list, see the next
section on shipping. Most of our partners consistently provide us with complete and accurate
packing lists.
- Do not pack items against the wall of the master carton, but provide a layer of cushioning be
tween the products and the box to prevent breakage.
ACCEPTABLE PACKING MATERIALS
The outer or master carton must be very strong. We recommend a weight of 250 pounds per inch, or
tri-wall construction. Use a large size master carton to minimize rough handling. Lighter cartons can
be picked up and thrown too easily in transit. For cushioning inside your carton, use:
- Shredded paper
- Crushed paper
- Paperboard structures
- Plastic bubble wrap
- Air-cushion plastic bags
- Corrugated fiberboard pad
- Single-faced corrugated fiberboard
- A desiccant such as silica gel can be used to reduce moisture
- Avoid using newspaper unless products are well-wrapped in other materials since ink can transfer
on to products.
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SHIPPING
MARKING THE MASTER CARTONS
You must include the following markings on each master carton:
- Carton number and total number of cartons, ie 1/25, 2/25 or 1 of 25, 2 of 25
- SERRV’s purchase order number and SKU
- SERRV International, 500 Main St, New Windsor, MD 21776
- The carton’s weight in kilos and volume in cubic meters
- The final destination port: Baltimore, MD

PREPARING THE PACKING LIST
Please include the following information when preparing the packing list:
Consignee Information:
SERRV International
Attn: Barb Fogle
500 Main Street
New Windsor, MD 21776
Telephone: (410) 635-8761
Fax: (410) 635-8774
Broker Information (notify party):
FedEx Trade Networks
810 Cromwell Park Drive, Suite E
Glen Burnie, MD 21061
Telephone: (410) 766-0040 ext. 20
- Your organization’s name and address
- Information about packaging, gross weight and measurement of each box, total number
of boxes.
- SERRV’s purchase order number.
- Contents of each master carton listed separately, including carton number, product code,
product description, material content, and quantity per item (all in English).
- A copy of the packing list goes inside carton 1. The original is attached to the original
commercial invoice that goes to the shipping broker.
When all the steps above are complete, you are ready to bring the goods to your designated shipper.
Relevant attached documents found in the appendix:
Packing List
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EXPORT DOCUMENTATION
In order to export on a regular basis, you need to acquire the services of an international shipping
agent or freight forwarder. Your shipping agent should be able to assist you in getting any special
documentation you may need to ship your goods, such as quota or visa stamps on textiles and/or
Certificate of Origin Form A.
SHIPPING DOCUMENTS FOR SERRV
Note - all documents should be sent to Barb Fogle
Information which needs to be sent to SERRV at or before the time of shipping includes:
- Advance information for the new ISF 10+ 2 Security Filing forms required by U.S. Customs:
· Manufacturer (or supplier) name & address
· Seller name & address
· Buyer name & address
· Ship to name & address
· Container stuffing location
· Consolidator (stuffer) name & address
· Importer identification number (IRS, EIN, SSN, or CBP number)
· Consignee number (IRS, EIN, SSN, or CBP assigned number)
· Country of origin
· U.S. Harmonized Tariff Schedule number (HTSUS)
(We will need to receive this data from you at least 5 days prior to the shipment leaving the port
of export. This is required for ocean freight shipments only and will be strictly enforced by U.S.
Customs)

- A commercial invoice, based on the packing list, which includes the true and actual item by
item price, extensions of cost and total cost for the shipment. If the shipment contains items
that are quota, the original invoice with the quota stamp must be sent. Please include any
bank fees or additional shipping and handling fees on this invoice. Do not enter false prices
on the invoice.
- A copy of the packing list
- A copy of the airway bill or bill of lading, informing Barb Fogle that the shipment is
ready. Original bills of lading are needed for ocean freight shipments. In addition to the
SERRV Ship-to address, the bill of lading must include the Notify Party address and the final
destination of Baltimore, MD.
- Original certificate of origin where necessary
- Original fumigation certificate
- Original organic certification for foods
- For shells and other marine products, these must be clearly labeled with their scientific
and common name on the invoice and bill of lading. In some cases, you will be required to
obtain clearance from your Department of Agriculture or Aquatic Resources. See sample in
Attachment section of manual.
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All documents should be sent to the following address:
Attn: Barb Fogle
SERRV International
500 Main Street,
New Windsor, MD 21776
Tel: (410) 635-8761
Fax: (410) 635-8774
SHIP TO ADDRESS
Please note that all shipments must be shipped with a final destination of Baltimore, Maryland on the
Airway Bill or Bill of Lading. The shipment must be consigned to the following::
SERRV International
Attn: Barb Fogle
500 Main Street
New Windsor, MD 21776
Telephone: (410) 635-8761
Fax: (410) 635-8774

NOTIFY PARTY
Our customs broker, Fed Ex Networks, must be listed as the Notify Party on the Bill of Lading or Airway Bill. Please include the following information:
Notify Party
Fed Ex Trade Networks
1101 Busse Rd.
Elk Grove, IL 60007
Phone: 630 274 7593

POTENTIAL REASONS FOR CUSTOMS DELAYS
The following are reasons that your shipments may be delayed and/or inspected by US Customs. This
can result in additional customs fees and lost sales for SERRV:
- ISF 10+ 2 forms not processed within the time limit before vessel sailing
(for ocean freight shipments only)
- No packing list included, no quota stamp, no original Bill of Lading, no invoice
- No “Country of Origin” marking on your products
- No “Country of Origin” marking on your invoice
- No textile labels that note material fiber content
- Total value of invoice is miscalculated and therefore incorrect
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- Unclear or incomplete description of products, particularly omitting product’s material content and/or product’s function For example, a product that is labeled “shell” without specifying the type of shell will be held until the shell type is identified and determined to be not
endangered.

FREIGHT CONSOLIDATION
In order to save costs, SERRV will try whenever possible to
consolidate shipments. Purchasing Coordinator Barb Fogle will add a comment on the purchase
order if we want you to ship with other groups from your country or region. If you see an opportunity
for consolidation, please be in contact with Barb Fogle at SERRV.
OVERAGES, BACKORDERS, PARTIAL SHIPMENTS
SERRV needs to know as soon as possible if there is to be a partial shipment, late
delivery or overage.
Purchase orders which have been accepted by the producer are expected to be shipped to the final
destination (Baltimore, MD) no later than the specified shipping date. Any orders shipped within 30
days after the agreed date will be accepted with a 5% reduction in price. Orders shipped more than 30
days after the agreed upon shipping date will not be accepted. In the event of unusual problems the
supplier should contact Barb Fogle (barb.fogle@serrv.org) as early as possible to discuss the possibility
of an extension of the shipping date, which cannot be guaranteed. If you have received an advance
payment on an order that cannot be accepeted by SERRV, SERRV will apply the advance to a future
order.
In the event of an overage, we cannot guarantee payment for the additional merchandise.
Policy for non-acceptance of shipments or adjustments to payment for shipments. If an order has 5%
or more items that are rejected for quality reasons, we will either deduct this portion of the shipment
from the final payment, or from our next order, or ask for replacement items free of charge from the
producer. If it is a partial shipment, we only pay for the quantity received. Because there is often a
lag between receiving a shipment and processing the SKUs in the shipment, SERRV reserves the right
to make adjustments to payments for up to 8 weeks following the receipt of the shipment. These
adjustments can be taken out of payments due on future shipments.
If we receive a shipment that was sent to us in error, we cannot send the product back to the producer
unless the producer pays for the return shipment.
Relevant attached documents found in the appendix:
Packing List
Commerical Invoice
Airway bill
Bill of Lading
Certificate of Origin
PhytosanitaryCertificate
Fumigation Certificate
Non-Endangered Species Certificate
Security Filing (IS0 10+2) Form
32

LABELING AND REGULATORY
REQUIREMENTS
REQUIRED FOR ALL PRODUCTS
Please send all products to SERRV correctly labeled. In some cases, we send labels to our partners
and in other cases the labels are produced in our partner’s country. The label MUST INCLUDE
THE COUNTRY OF ORIGIN, material of content if it is a textile product, and cleaning instructions
if possible. Also, the size of a garment must be listed when relevant. Please ask SERRV to provide
cleaning instructions when in doubt.
(Please note: The US Government requires a “Made In (Your Country)” label be affixed to ALL products. Failure to attach
this label can result in fines or shipments being rejected or detained by U.S. Customs)

LABEL PLACEMENT
Please ask where labels should be placed, if you have questions. Here are some general guidelines
on label placement:
- Labels should be placed in the least noticeable location (back or bottom of the item and/or
packaging), but must be visible and easily located.
- Hang tags and strip/barbell tags must be attached in an easily accessible location, yet not
where they could be torn off by normal usage. The label must be attached without damaging
the product.
For boxed or packaged items – label must be
square to edges near a corner

For round items (i.e. ceramics, glassware, etc.) –
Label must be centered on the bottom

Back

Bottom

APPAREL, BEDDING, PILLOWS, RUGS, OTHER TEXTILE PRODUCTS
All textiles, including above mentioned products as well as table linens, towels, potholders etc, must
be in compliance with the Fibers Identification Act and Care
REQUIRED FOR SPECIFIC PRODUCTS
Labeling Regulations, which can be found at the following website: www.ftc.gov/os/statutes/
textilejump.shtm. Please forward a copy of the permanently attached fiber content and care label to
SERRV’s Purchasing Coordinator, Barbara Fogle, for review and approval before shipping.
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FOOD
All food items must be in sealed packages and must have the ingredients and nutritional
information listed on the package, in compliance with the US Food and Drug Administration
rules. We must pre-approve all food labels and all changes in labels. Additionally, we request
documentation stating that the packaging facility is registered with the United States Food & Drug
Administration (FDA). You may do this online, free of charge. Go to http://www.cfsan.fda.gov/~furls/
ovffreg.html
FOOD USE ITEMS
ALL products that may come in direct contact with food must be in compliance with FDA
standards. ALL CERAMIC AND METAL PIECES MUST BE PERMANENTLY MARKED WITH THE
MANUFACTURER’S NAME AND COUNTRY OF ORIGIN. Examples of food-use items include but are
not limited to bowls, plates, serving platters, ladles, fruit bowls, silverware, serving pieces, salad sets
etc. You must provide a label or insert with information as to whether the item is safe for use in an
oven, microwave or dishwasher.
SPECIAL RULES REGARDING LEAD AND CERAMIC OR METAL PRODUCTS
If you have any concerns that your ceramic glazes may contain lead, you must test your
products for lead content. If your product does contain lead, you must include the following
labels with your product:
1. The FDA requires that all ceramics that are not made with lead-free glazes be labeled
“For Decorative Use Only – Not Food Safe.”
2. In addition, by California law, any ceramic, glass or metal product that could contain food
and has any lead content at all must carry the following yellow triangle and warning:
!

WARNING: Use of this tableware will expose you to lead, a chemical known to the
State of California to cause birth defects or other reproductive harm.
See page 36 for further information regarding lead in children’s products and jewelry.
Please ask if you need further information about lead testing.

ALL WOOD PRODUCTS (furniture, carvings, boxes, trays, etc.)
All wood must be adequately cured to prevent warping, cracking and splitting. The producer may be
responsible for replacing any product that warps, cracks or splits within 6 months of
receipt at our warehouse. All painted wood must have lead free paint.
INSTRUCTIONS/COMPONENTS
If the product requires assembly or requires several steps for its use or care, instructions must be
included in its packaging. In addition, candles should bear an additional safety warning.
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See http://www.candles.org/safety_label.html.
Please also include instructions for any games or musical instruments. Please send those instructions
to our Product Development Department for our review prior to printing. All instructions will be
reviewed and followed for ease and clarity. All components must be stated on the instructions.
LABELING FOR THE END CUSTOMER
To add interest and value to a product, you are encouraged to add labels that share information
about the history of the product as well as how to care for the product.
Product History - SERRV customers like to know about the history of a product. Information
about the producer, design, and the history of the craft tradition will help set the product
apart from others. Hang tags or product inserts can provide this
information. Before printing inserts or tags, please send them to the SERRV Product
Development Purchasing Coordinator (barb.fogle@serrv.org) for review and approval.
Care Instructions - People like suggestions on how to care for the product,
including how to clean the product or treat the product to keep its appearance nice. Please
let the SERRV Product Development Purchasing Coordinator review the text of these
instructions before printing them.
Relevant attached documents found in the appendix:
Sample Labels and Hang Tags

CHILDREN’S PRODUCT POLICY
Due to recent legislation regarding the regulation of children’s products, SERRV is no longer able
to carry any products intended for use by children 12 and under. Some of the products we carry
for adults could be used by children and therefore must meet the requirements of the Consumer
Product Safety Improvement Act (CPSIA) which is a new law passed to protect children from products
that could be hazardous to their health. Some of the things included in the CPSIA law include:
- LEAD: All products made for the use of children will need to be tested for lead and cannot
be sold in the United States if they contain more than 300ppm (parts per million) of lead in
any part that is accessible to children.
- TRACKING LABEL: All products intended for children 12 or under, need to have a
permanently affixed label that states a) group that made the product and their location and b)
the date of production. This is to enable products to be removed from the marketplace and
homes if it is determined to be hazardous to children.
- CHOKING HAZARD WARNING: Products that could be used by children must contain a
warning if any pieces of the item present potential choking hazards for children under age
three. Small parts less than 1.25 inches (3.2 cm) in diameter are considered choking hazards.
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SERRV INTERNATIONAL JEWELRY LEAD POLICY
New laws have been passed in the United States concerning the lead content of consumer products
because lead can cause many health problems. It is of utmost concern that the products we sell to
customers in the United States are made from materials that have been tested for safety and toxicity.
It is our policy that producer groups will be responsible for testing any products that may contain
lead. This includes testing of painted, stained, and glazed surfaces, and is especially applicable
to jewelry. Any jewelry component that may contain lead, including clasps, hooks, beads, ceramic
elements, chains, extenders, and hair pins, must be tested by producer groups to ensure that lead
levels meet acceptable standards set by the California Lead Containing Jewelry Law. Materials that
should always be tested include mixed metals (alloys), and plastics, resins, and acrylics, and painted
or stained surfaces. Details of this California legislation may be found at http://www.dtsc.ca.gov/
LeadinJewelry.cfm. We will assume that any sample sent to SERRV will have been tested, and comply
with the aforementioned legislation.
Acceptable lead levels differ from material to material:
- Metal alloys may not contain more that 1.5% lead by weight.
- Plastic or rubber, including acrylic, polystyrene, plastic beads or stones, and polyvinyl chloride
( PVC) may not contain more lead than 200 parts per million, or 0.02% lead by weight.
The following materials do not require testing for lead:
- Stainless or surgical steel
- Karat gold
- Sterling silver
- Platinum, palladium, iridium, ruthenium, rhodium, or osmium
- Natural or cultured pearls
- Glass, ceramic, or crystal decorative components, including Cat’s eye, cubic zirconia,
rhinestones, and cloisonne
- A gemstone that is cut and polished for ornamental purposes
- Elastic, fabric, ribbon, rope, or string, unless it contains intentionally added lead
- All natural decorative material, including amber, bone, coral, feathers, fur, horn, leather, shell,
wood, that is in its natural state and is not treated in a way that adds lead
Any other material not listed above MAY NOT contain more lead than 600 parts per million (0.0 0.06).
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THE LACEY ACT AND WOOD PRODUCTS
The Lacey Act combats trafficking in “illegal” wildlife, fish, and plants. The 2008 U.S. Farm Bill (the
Food, Conservation, and Energy Act of 2008) amended the Lacey Act by expanding its protection
to a broader range of plants and plant products. The Lacey Act now, among other things, makes
it unlawful to import certain plants and plant products without an import declaration. The new
regulations will affect all of our producers who make items made of wood.
As of 2009, phase three enforcement of the Lacey Act covers items classified in the following HTSUS
headings: 4402(wood charcoal), 4412 (plywood, veneered panels, except 4412.99.06 and 4412.99.57),
4414 (wooden frames), 4419 (tableware & kitchenware of wood), and 4420 (wood marquetry, caskets,
and statuettes).
Phase four enforcement covers items classified in the following HTSUS headings: 4421 (other articles
of wood), 6602 (walking sticks, whips, crops), 8201 (hand tools), 9201 (pianos), 9202 (other stringed
instruments), 9401.69 (seats with wood frames), 9504.20 (articles and accessories for billiards), and
9703 (sculptures).
In order to comply with the above rulings all invoices which contain any items mentioned above
must list the scientific name of the plant or tree (species and genus) and the country of origin. This
should be declared line by line unless all items on the invoice are of the same material, then a blanket
statement on the invoice will suffice. If the article is of recycled paper please state that the articles are
made of 100% recycled materials.

Intercrafts, Peru
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ENVIRONMENTAL POLICY
At Serrv, our work focuses on improving the lives of our artisan partners. We recognize that our
mission to eradicate poverty cannot happen without a thriving environment and healthy, sustainable
practices.
We work closely with our artisan partners to ensure they use high quality, sustainable, and safe materials. We must ensure our artisan partners are dedicated to creating processes and procedures that
benefit their local environments and communities. We continually strive to help our artisan partners
reach their goals to make products that are as earth-friend as possible. The end results are practices
that help to repair the environment for this generation, as well as, to help sustain healthy eco-systems for artisans in the future.
Producer Guidelines
Packaging and shipping:
-Use biodegradable and recycled material for packaging
-Use reusable material, such as cloth and wood, which can be returned and reused for multi
ple shipments
-Any material that is not biodegradable or recyclable can be used again for multiple ship
ments
-Use recycled paper which is chlorine free (PCF), made from the lightest weight paper
acceptable, not made with non-recyclable coating
- If there is no recycling resource, save paper for future papermaking process or attempt to
find another artisan who may be able to use the paper in their product.
Wood:
-Products made from sustainable forest certified wood (Forest Stewardship Council (FSC)
-Products made from recycled or reused wood: reused parts from buildings, railway ties, furni
ture, etc.
-Products made from scraps of wood that would otherwise be considered waste, such as left
over scrap or waste pieces from the wood industry, etc.
-Products made from woods that are fast-growing
-Products made from the wood of dying or no longer fruit-yielding trees
-No toxic chemicals, finishes or polishes may be used to finish wood
-100% of waste wood is saved to be reused, recycled or allowed to decompose
Shells:
-Shells should not be collected from their original habitat. SERRV prefers shells found along
the shoreline, thereby avoiding any disruption of the organisms’ natural habitat.
-Areas harvested should be rotated on a yearly basis in order to allow sufficient regeneration
time (this may depend on the type of shells used and time necessary to replenish). In order to
ensure that the shells will not run out, monitoring and rotation of harvest areas is suggested.
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Dyeing:
-Work space must have a proper ventilation system. Share information with workers about the
hazards and possibilities of working with Azo, synthetic, mordant chemical dyes.
-Proper treatment of waste water means no dye byproduct disposal in natural waterways.
-Use absorption or Fenton’s reagent for treating waste water. Other options include the use of
microbes or other organic methods for wastewater treatment.
Gems:
-Gems should be purchased from a local, sustainable miner who attempts to reduce environ
mental impact, improve working conditions and safety for miners, and pays compensation to
displaced farmers.
-We prefer no waste, especially when the mining/extraction process is highly dangerous
Glass:
-SERRV would like artisans to use 100% recycled glass. Ideally, it should be purchased from a
reputable local manufacturer, who maintains environmental and sustainable standards within
his/her work.
-Use humidification of your workspace to reduce the amount of harmful particles in the air.
Monitor heating processes to limit emissions, and when possible keep all machinery tightened
and enclosed to prevent heat loss.
-100% of waste should be either reused in the processed or used for another process.
Leather:
-We prefer that the artisans working with leather know the origin of the animals from which the
leather is derived, and the material comes from animals which have been grown humanely
without chemical treatments. We prefer that the whole animal is used whether for food,
artisan use, or other use.
-Any remaining material should be used in another project or passed on to another community
member who may have use for it.
Metal:
-Use 100% recycled metal material in product.
-No toxic finishes used on metal work.
-100% of waste should be reused in the production process.
Plastics:
-SERRV would like artisans to use 100% recycled plastic in their material that is purchased from
a well-known, local manufacturer who maintains environmental and sustainable standards with
in his/her work. You may find and choose to use a sustainable source, free of chemical addi
tives for processing, such as Bioplastic, which are biodegradable and made from renewable
resources.
-Keep workshop clean of dust, by routinely cleaning and keeping work area wet. The work
space must have proper ventilation to prevent dust build up (outdoors, open wall, at least two
windows on each wall). Use water to control dust, and allow workers a break from working with
heat of fumes to avoid harmful exposure from extended periods of work time.
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Jute, Linen, Hemp:
-No destruction of native forest to cultivate jute, especially in fragile ecosystems
-On site visits to cultivation area in order to monitor whether the site is being sustainably man
aged. Plants can be used to enrich soil and offset carbon footprint.
-Only natural, biodegradable paints and finishes are added to the plant materials.
-Waste of plants are used: for example jute can be eaten, made into paper, fiberglass, particle
board, geotextile, etc
Silk:
-Know the source and the region of the source of silk worms. Be aware of ethical issues sur
rounding the cultivation and production of silk worms. We prefer using ‘Live Silk’ when avail
able, developed by Sally Barton in the UK and practiced in India.
-Finish with an alternative such as the Indian soap nut, instead of formaldehyde. You may want
to research “soap nut” which may give you some alternatives for how to finish your soap
while avoiding strong chemicals like formaldehyde. When it is possible for the artisan to
consider their ethical standards, you may consider allowing the moth to emerge from the co
coon and salvage broken fiber strands (in order to obtain a full strand, must kill the silkworms
before they emerge). Silk is not finished and is not weighted during the processing, and are
free of all textile chemicals. Keep in mind that the options that exist for consumers to avoid
chemically-dyed silk are: raw silk, natural (non-dyed) silk or golden hued Muga silk.
Wool:
-Artisan should know the source of the animal material. The source preferably uses sustain
able grazing techniques to prevent erosion and degradation of water quality. We prefer the
use and cultivation of organic wool, which uses no pesticides or herbicides.
-100% of waste wool is saved to be reused, recycled or allowed to decompose and you can
see the Waste Management Section to learn more.
Recycled Products:
-Be able to identify the source of your recycled product.
-Create a recycled product that is used may be reusable upon completion.
-Your finished product may be recycled, once the consumer has finished his or her use. This
may allow your original material to come back to you to then be reprocessed into something
new.
Paint and Stain:
-Use natural oil (such as citrus and castor oils) based products instead of a petroleum based
product. Petroleum based product processing can cause harm to all natural life. Use milk
based paint or organic plant based paint instead of toxic chemicals. Use stain that is water
based, wax based or shellac
-Paint and stain release toxic fumes in the air, which can be harmful to humans. Using a respi
rator is suggested to avoid inhaling these toxins. This will help filter the air that you breathe,
which is very important when you are working for long periods of time with the paint and stain
on a weekly basis.
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Waste Management:
Liquid waste:
-When handling liquid waste, please identify whether the substance has been contaminated or
is toxic. If is it toxic; measures should be taken to contain the substance and keep it contained
until water or non- harmful substances have evaporated off, and the left over can be dealt with.
Solid waste:
-Composting offers many solutions for dealing with left over organic waste. This organic waste
may come from a variety of sources and does not include any animal product. Compost can 		
be used for various all sorts of vegetation waste. We encourage our artisans to start their own 		
compost either at their workplace, in their community, or around their homes. Encourage all 		
workers to contribute to the compost making and maintaining, which will provide each person 		
with a source of nutrient rich soil for planting and growing any desired vegetation.
-If you have left over material which is not organic or from a natural plant material or is some		
thing natural that has been modified or contains chemicals, it is important to find the
nearest waste site. It is important to deliver these waste materials to a waste management 		
site. This may require you to take a trip once a month to deliver all of the material at one time.
If you work with other community members, it may be possible to have a collection system 		
where each person or family delivers the waste of the whole community. This will divide up
the work time for dealing with waste. While burning trash is not suggested, we realize
that sometimes there are limitations and burning is the best way to prevent others from being 		
harmed from a particular substance. Please make sure to check with the waste and environ		
mental laws when deciding how to manage your waste.
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GRIEVANCE POLICY
In any working relationship, it is normal to have occasional problems or concerns that affect our workrelated activities. It is important to work out a solution to these problems as quickly as possible. It
is SERRV’s view that most problems can be resolved through direct communication with the person
involved. You are encouraged to talk about any concerns or problems you have with the director of
the department involved. If the conversation does not resolve the problem, or if you want to present
your issues in writing, you may wish to use a more formal process – the grievance procedure – to
seek a solution. We hope that you will feel confident to bring to us any concerns you may have.
Our grievance policy is one way that we hope to ensure that your voice and opinions are heard. Be
assured that we will treat your grievance professionally and that we want to solve any problems you
may have to the best of our abilities.
WHAT A GRIEVANCE IS
A grievance is a formal process to address complaints/problems.
HOW TO FILE A GRIEVANCE
If after discussing the situation with the appropriate person you feel that the problem has not
been resolved, or if you prefer to present your concern in writing, send your written grievance to
Steve Anderson, Director of Product Development: steve.anderson@serrv.org. We will do our best
to respond to your grievance within two weeks of receipt. If you fell the issue has still not been
addressed to your satisfaction, you may write to out CEO at bob.chase@serrv.org.
INFORMATION TO INCLUDE IN THE GRIEVANCE
Describe the situation including dates if relevant, the department you believe it relates to, and the
policy, action, or issue that you would like us to address. Please include what, if any, suggestions
you would propose for a solution or resolution. Also include your name, organization, and contact
information so that we can respond to you.
SUMMARY
Thank you for reasing out updated policies. Please forward any further questions or comments to
steve.anderson@serrv.org. Make sure to review the policies each season and share with new
employees.
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i. Quality Control Checklist

Suggested checklist for monitoring quality and consistency:
• Color - Do the colors of the products match the colors requested in the order?
Do they match the sample? Is color consistent in all the products? Do the dyes
crack, rub off or fade? Are there spots on the product without any dye?
• Materials - Is the quality of the materials identical to the sample and purchase
order? Is the quality consistent in all the products produced for the order? Have
the materials been properly prepared? Are the materials suitable for the product?
• Odors - Does your product smell of stain, paint, fumigants, textile ink, soil
repellents or mold? Does your product smell of cigarette smoke, a common
problem with cottage industry production? Chances are the buyer of the product
will notice these odors and complain. Be sure to air products adequately before
packing for shipment.
• Size and dimensions - Are the products the same size as the original sample or
order request? Are the dimensions being accurately duplicated in production? Is
the weight of the finished product the same as the original sample?
• Finishes - Have the suitable and requested finishes been added, such as linings,
hinges, closures, hooks, stands, etc.? Are they exactly like those used on the
counter samples and purchase order?
• Construction - Are you using trained, skilled artisans and appropriate tools and
technology to deliver a quality product?
• Storage - Is the climate correctly controlled in the storage area? Is there mold?
Insects? Is the moisture level adequate?
• Rush orders - If you are working against a deadline, has the rush compromised
the quality of the product?
• Packaging - Is the quality of the label, tags, and poly bag as requested?
• Packing - Are the packing materials in good conditions? Are the boxes strong
enough to withstand rough handling? Are the contents safe from the effects of
water?
From Aid to Artisan’s Export Manual, 2005
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ii. Production Planning Calendar

ii

iii. Sample Labels and Hang Tags

EXAMPLES OF LABELS
a. A printed cloth label sewn into the inside seam of a sweater
Hand made in India
100% Cotton
Hand wash
Dry flat

b. A printed cloth label sewn into the inside edge of a table cloth
80% Silk
20% Cotton
Hand woven in India
Dry Clean Only

c. A self-adhesive sticker on the bottom of a hand carved wooden bird
Product
of
Indonesia

d. Tag attached to the hand carved wooden box
Hand carved from
sandalwood
Wipe with damp cloth to
clean and treat with olive
or vegetable oil

e. Painted on the bottom of a dish

Made in Peru
Does not contain lead
Safe for use in microwave

iii

EXAMPLES OF HANG TAGS
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iv. Product Information Sheet
PRODUCT INFORMATION SHEET 2015
Help us sell your products! Please complete this information sheet so that we can best represent your product to our customers.
This will help us to accurately and creatively describe your product and to sell them.
NOTE: PLEASE SAVE THIS FILE WITH SERRV’S SKU # AS THE NAME
SERRV SKU for this product:_________________
Producer: ___________________________
Name of specific artisan group, (if different than producer) _______________________________
How long have you worked with this group? _________________________________________
Where is this artisan group based? ___________________________________________________
Producer product code: ___________________________
Producer product name: __________________________
Producer FOB cost: ________
MARKETING + SALES INFORMTION
Is this product made up of sustainable material? YES / NO
If yes, please specify: _________________________________________________________________________________________________
Is this a traditional item? YES / NO
If yes, please explain: (check all that apply)
native to the area________
passed down from generations______
patterns are traditional__________
traditional techniques ____________
other (explain):_____________________________________________________________________________________________________
Does it have cultural significance? YES / NO
If yes, please explain: ________________________________________________________________________________________________
___________________________________________________________________________________________________________________
Do the artisans use this product themselves? YES / NO
If yes, please explain: __________________________________________________________________________
What inspired this design? _____________________________________________________________________________________________
Please explain how the product is made and where (workshop, home, etc): __________________________________________________
_____________________________________________________________________________________________________________________
____________________________________________________________________________________________________________________
How many artisans are involved in making this product for SERRV’s order? ___________
How long does it take to make this product? ____________________________________________________________________________
What are the benefits (tangible and intangible) to the artisans of making this product for SERRV’s order? ________________________
____________________________________________________________________________________________________________________
How do the artisans use this income? ___________________________________________________________________________________
____________________________________________________________________________________________________________________
How do the artisans earn income when they aren’t making fair trade orders? _________________________________________________
_____________________________________________________________________________________________________________________
Please describe your social programs which are partially funded through SERRV’s order of this product:
_______________________________________________________________________________________________
________________________________________________________________________________________________
GENERAL INFORMATION - Please fill out the section which is relevant for this item
Wood products:
Type of wood and scientific name, if available: ____________________________________________________________________________
Is this wood sustainably farmed and harvested? YES / NO
Please describe:_______________________________________________________________________________________________________
Do you have a certificate? YES / NO
If yes, please send us a copy.
Where does the wood come from? __________________________________________________________
Technique: (i.e. carved, turned)_____________________________________________________________
Type of finish: ___________
Care instructions: _____________________________________________________________________________________________________
Textile products:
Please note: all textiles MUST have a label attached listing care instructions, fiber content, country of origin, and garment size if
applicable (ie clothing, shoes, belts, etc). Wall tapestries must have care instructions.
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Fiber content: ________________________________________________________________________________________________________
Where does fiber come from? _________________________________________________________________________________
Type of dye? ____________________________ Are dyes AZO free: YES / NO
Type of surface design (i.e. silk screen, block print, batik, embroidery): ______________________________________________
Hand or machine woven fabric? ________________________________________________________________________________________
Technique of textile: (i.e. ikat, jacquard, knit, crochet): ____________________________________________________________
Care instructions: Hand wash only__ Line dry__ Dry clean only__ Other_____________________________________________
Ceramic and glassware products:
Type of ceramic/glass: ________________________________________________________________________________________________
Where does clay or glass come from? ___________________________________________________________________________________
Do the artisans source the clay themselves? YES / NO
If yes, where? _______________________________________________________________________________________________
Type of glaze: __________________________
Is the glaze lead free? YES / NO
Is it low or high fire? YES / NO
Care instructions: Dish washer safe__ Food safe__ Microwave safe__
			
Oven safe__ Hand wash only__
Is this product for decorative use only? YES / NO
Stone products:
Type of stone:____________________________________________________________________________________________________
Where is stone sourced?___________________________________________________________________________________________
Do the artisans source the stone themselves? YES / NO
If yes, where? ____________________________________________________________________________________________________
Finishing technique (carved, turned, etc.:)____________________________________________________________________________
Jewelry Products:
Type of metal and/or materials (is it sterling silver-925, brass, copper, etc?): _______________________________________________
If it’s silver plated, what metal is silver plated? (copper, brass, etc.)________________________________________________________
Earring hooks content (sterling silver-925, brass, nickel, silver plated, etc.)?________________________________________
Where are materials sourced? _______________________________________________________________________________
Does it have a cord or chain? YES / NO If yes, please describe the materials:________________________________________
Type of stones and/or shells and scientific names : _______________________________________________________________
Type of beads (e.i. recycled glass, plastic, ceramic): ______________________________________________________________
Do beads and materials meet lead free standard of 600 parts per million or .06% lead by weight?______________________
Type of findings: ____________________________________________________________________________________________
Care instructions: ___________________________________________________________________________________________
Basket and natural fiber products:
Type of fiber and/or materials: _______________________________________________________________________________________
Where are the fibers sourced? _______________________________________________________________________________________
Do the artisans source the fibers themselves? YES / NO
If yes, where? ______________________________________________________________________________________________________
If colored, what type dyes? ____________________________ Are dyes AZO free? YES / NO
Weave techniques: _________________________________________________________________________________________________
Type of finish: ______________________________________________________________________________________________________
Care instructions: ___________________________________________________________________________________________________
___________________________________________________________________________________________________________________
Will the colors vary? YES / NO If yes, please explain: ___________________________________________________________________
Musical Instruments and games:
Type of materials: _______________________________________________________ ____________________________________________
Where are materials sourced? _________________________________________________________________________________________
Do the artisans source the materials themselves? YES / NO
If yes, where? ________________________________________________________________________________________________________
If colored, what type of paint or dye? ___________________________________________________________________________________
		
Is it lead free? YES / NO
If yes, please send us documentation.
Type of finish: ________________________________________________________________________________________________________
Are playing directions included? YES / NO
Care instructions: _____________________________________________________________________________________________________
_____________________________________________________________________________________________________________________
Is it for decorative use only or can it be played?___________________________________________________________________________

THANK YOU!!
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v. Packing List
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vi. Commercial Invoice
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vii. Airway Bill
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ix. Bill of Lading
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x. Certificate of Origin
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xi. Phytosanitary Certificate

xii

xii. Fumigation Certificate

xiii

xiii. Non-Endangered Species Certificate

xiv

xiv. Security Filing Form (10+2)

Importer Security Filing
Fax all paperwork to 716.819.3339
or e-mail as a TIFF or PDF attachment
to BPA@ftn.fedex.com

		
INSTRUCTIONS:
• Fax or e-mail this fully completed coversheet and / or supporting U.S. Customs and Border Protection (CBP)
documents to the FedEx Trade Networks Transport & Brokerage, Inc. fax number or e-mail address listed above
at least 72 hours prior to vessel loading.
• E-mail attachments must be in TIFF or PDF format. Non-TIFF or PDF formats cannot be processed via
e-mail.
• For multiple shipments you must provide a separate coversheet per shipment and include this coversheet as the
separator for the documents for each shipment.
• It is the importer’s responsibility to verify, prior to loading at the foreign port, that your ISF has been
accepted by CBP. Note: users can check the status of an ISF filing at ftn.fedex.com.
If faxing multiple shipments, do not exceed 20 pages per fax. Single shipments can exceed 20 pages.

REQUIRED SHIPMENT INFORMATION
Number of pages (including coversheet):      
New ISF Update to existing ISF

Port of arrival:                

Estimated time of departure:     
          

Convert existing ISF to FROB

Delete existing ISF, no longer destined for U.S.

Person to contact if there are problems with the fax or e-mail:
Name:               

Company:               

E-mail address:
Phone:

Importer Security Filing – Shipment Header Information:
PO/customer reference/invoice number:

               

Vessel/voyage/port of loading:

               

Container number(s) – CY/CY Cargo (optional):

               

Booking number:

               

Master/house/sub-house bill of lading number:
SCAC CODE IS MANDATORY

MBL (include SCAC) __________________________
HBL (include SCAC)___________________________
SHBL (include SCAC)__________________________

xv

xv. Security Filing Form (10+2) Continued

Importer Security Filing
Fax all paperwork to 716.819.3339
or e-mail as a TIFF or PDF attachment
to BPA@ftn.fedex.com
Importer Security Filing – Ten (10) Data Elements:
1. Seller name:

               

Seller address:

               

2. Buyer name:

               

Buyer address:

               

3. Importer of record number:

Importer of record
address:

               

4. Consignee number(s):
5. Manufacturer name:
6. Ship to party name:

               
               
               
               
               

Manufacturer address
Ship to party address:

               
               

7. Country of origin:
8. HTS number(s):
9. Container stuffing location name:

               
               
               

               

10. Consolidator name:

               

Container stuffing
location address:
Consolidator address:

               

Importer Security Filing - Foreign Remaining on Board (FROB) Five (5) Data Elements:
1. Booking party name:

               

Booking party address:

               

2. Foreign port of unlading:

               

3. Place of delivery:

               

4. Ship to party name:

               

Ship to party address:

               

5. HTS number(s):

               

xvi

xvi. SERRV SKU Quality Control Form

xvii

MANUAL ACKNOWLEDGEMENT
Once you have read through this manual, please read and sign the acknowledgement below,
and fax this page to:
SERRV Product Development Department
(608) 255-0451

I have read and reviewed the SERRV Producer Manual. By signing this, I understand, and
agree to abide by, the policies as set forth in this manual. I have passed this manual on to the
person/persons (including our shipping department) who will be using it when doing business
with SERRV.

(PRINT) Producer Name/Doing Business AS
Print your name here							Position/Title
Your Signature
Telephone #				Fax #				Email address
Date

OR
I do not agree to the terms of this manual for the following reasons:
(please fill in the reasons here)

(PRINT) Producer Name/Doing Business AS
Position/Title

Print your name here
Your Signature

Telephone #				Fax #				Email address
Date
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