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GAYA’S OPERATING GUIDELINES and F.A.Q. 
 
 

1. RESEARCH AND DEVELOPMENT - R&D FEE (SAMPLE FEE) 
To put any design into production we should have a specific and final master sample, accurate 
technical drawing and unique codification; because of this requirement, we have to move to the 
R&D process for any design that varies from the original sample in our physical archive. Any single 
minor variation changes our master sample and consequently our drawing and codification.  
The R&D fee takes into consideration all samples we expect to create in order to reach final 
prototypes for the collection. The outcome of the R&D process is:  2 master samples, one for the 
client's reference, and one for our archive. (The R&D fee includes a master sample of each model 
for the client). 
The cost of the R&D fee is about 3 times the estimation production cost. 
One revision per item is included in the fee: if the initial sample is not satisfactory, the customer 
can ask for an adjustment. 

 If the first revision is too far from the initial idea we might charge an extra fee; 

 Second and additional revisions are charged at the estimated production cost;  

 If extra models are added to the collection, a new fee is calculated accordingly. 
If we do not receive any feedback about samples and no order is received, the collection is 
considered expired 1 year after our last attempt to contact the customer. 

 
2. FOOD SAFE 

All Gaya’s table-wares are food-safe and we can provide a general company’s certification.  
However, for international deliveries, the local custom at destination may require specific 
chemical test reports for designed items in contact with food. Each country has different test 
standards and some countries customs do not even ask for such reports: because of that, it is 
impossible to test each single item we produce "a priori".  
“Food Safe” chemical test report must be requested to Gaya in advance by clients  in accordance 
with their custom clearance standards and at client's expense. The test process will take around 2-
3 weeks (certified laboratories are based in Jakarta) and requires of 5-12 pieces per single design 
item for such analysis. These pieces will also be charged to the client at their production cost. 
Upon request, we will precisely quote the above. 
 

3. CLIENT'S LOGO STAMPED ON CERAMICS 
Any item with a custom logo will need to go through the production of prototypes and should be 
requested before the R&D process begins. A different logo stamp may have an influence on unit 
price (about 10%) but also it will have an influence on the management of production extras (and 
second choices) or shortfall (see below). 
 

4. PRODUCTION EXTRAS, SECOND CHOICE AND SHORTFALL FOR CUSTOM COLLECTIONS 
If the production is dedicated specifically to a logo brand, the owner of this brand should commit 
to purchase not only the defined order but also all the eventual production extras (30% discount) 
and the “second choices” with minor defects (60% discount).   
All “second choices” will be de-branded (client’s logo is erased) to avoid mix-ups with “first 
choices”. 
The brand owner should also (although this rarely happens) be tolerant in accepting a shortfall in 
quantity (to a maximum quantity of 20%).  This can be a bit intricate in the sales administration, 
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but we can do it by advising the client before the final shipment and adjusting the balance 
payment. 
If the client does not want to purchase the production extras or the second choices, we are 
entitled to retail such ceramics in our annual discounted sale (to private customers only) with the 
client’s brand logo erased. 
 

5. COLLECTION'S EXCLUSIVITY 
We never replicate the exact combination of technique, shape, size, color, decoration, texture of 
the designs we developed for a client. 
Logically, any variation (even minor) of the above combination defines a new design and, for that, 
the new design (even if the overall look is similar to the exclusive one) is considered as unrestricted 
and, for that, doable.  
Nevertheless, we always encourage clients to design a new collection and we discourage them to 
develop products similar to archived designs as it is naturally more beneficial for a client to own a 
unique and distinctive collection. 
Actually, due to our ethical approach and despite working without contractual agreements, we 
have always avoid producing the exact copy of past designs or creating slightly similar products to 
customers in close proximity or with close businesses’ targets.  
 
If exclusivity is important to you, we can also consider signing an exclusivity agreement for a 
collection.   This agreement would take into consideration the above specific combination of 
design’s details and it requires a specific sale target for a 3-year period with a defined 
order/production plan.  
 

6. MASTER SAMPLES' (AND STOCK) ARCHIVING AND THEIR EXPIRING TIME 
A collection's approved master samples are kept in our archives for production comparison 
purposes.  
Any non-approved samples are considered rejected and, for that, disposed. 
If no re-orders for 5 years, the collection is considered expired. 
Because of the above, after 5 years of an order’s stasis, the approved master samples will also be 
disposed of and will no longer be available. 
Similar to master samples, after 5 years of an order’s stasis, any collection’s item in our stock will 
likewise be disposed of. 

 
7. COLLECTION DIRECTORY LIST AND PRICE LIST 

A collection is defined by its 'directory list'.  When the order is placed we will record it in our client 
archives (both soft copy and master sample). The client will receive a final directory list, which is 
also the client's official price list.  
The price list will expire (if not indicated otherwise in the price list) after one year. 
 

8. ORDER MINIMUMS 
We may require "quantity per model" and "total order amount" minimums. These 2 minimums 
will be defined in our official quotation or in our correspondence with the client. 
 

9. OFFICIAL QUOTATION – PRODUCTION DEADLINE 
Although we can normally provide an estimate of the final price of each item, the official 
quotation is only issued when the master samples are approved by the client. The validity of the 
quotation is 1 month.  
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The official quotation also estimates a production deadline, but because of our fast-changing 
production queue and production capability, we can only finalize the delivery time when your 
order is confirmed with your deposit payment. 
 In case of a delay in confirming your order exceeding 4 weeks, we shall need to give you a new 
estimate of production delivery time according to our production situation and future production 
queue and planning.   
If your targets differ from the estimated production delivery time, please discuss with us in 
advance in order to avoid disappointment. 
 

10. ORDERING STEPS  
a) When the Official Quotation (point 9) is approved, the client should provide an official 

Purchase Order (P.O.) including detailed product information and Gaya’s production codes and 
quantities. The client should also provide information about shipping method, invoice address, 
delivery address and contact person. 

b) Gaya will issue an official Pro-Forma invoice.  
c) The client checks and signs the Pro Forma Invoice and fax or return/email back this document 

to us.  
d) Gaya will confirm the order receipt with a specific (non-automated) email reply. 
e) When the deposit is paid, Gaya will confirm delivery time. 
f) On completion of above points, the client’s order will be queued into production. 
 

11. TERM OF PAYMENT 
For production orders, our standard requirement is a minimum deposit of 40% of the total amount; 
the balance must be cleared before delivery (C.B.D.). 
For R&D fee (samples development)  the payment will be Cash in Advance (C.I.A) and shipment is 
not included in this cost. 
Deposit is not refundable. 

 
12. VAT/ PPN 

Value Added Tax (VAT, called PPN in Indonesia) is a tax on local sales.  
VAT is 10%, is not included in our prices and will be added to the total invoice.  
For export customers, the situation is a little more complex: 
No matter whether the payment or the order is coming from a different country, we can avoid 
charging VAT only if we are the exporter of the goods invoiced.  
The only legal way not to add VAT on sale (or claim back the VAT) is by presenting export 
documentation (PEB) exactly matching the shipping invoice to the appointed government tax and 
refund offices. 
If Gaya is the exporter we must follow the below macro rules: 
 

a) Gaya will totally take care of the shipment and all its custom documentation. 
Because of that we will need details of the shipment: 

 Invoice address 

 Address of delivery and contact person 

 Method of shipment 
b) Gaya will estimate and charge you the shipping cost: this cost will be invoiced separately. 
c) Gaya export documents will exactly match our official invoice in term of type/quantity of 

goods and prices.  
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13. DEPOSIT AS ORDER CONFIRMATION 
The client's official Purchase Order and receipt of deposit payment is regarded as order 
confirmation and as understanding (and agreement) of these guidelines. 
 

14. PRODUCTION DEADLINE CONFIRMATION 
Production deadline will be confirmed when your deposit payment is cleared in our bank account. 
Our production deadline will depend on the date the client transfers the deposit (production days 
will be counted from this deposit transfer date, or receipt of your official PO, whichever is later).  
Due to busy production periods, we could have long production deadlines. We are open to discuss 
partial deliveries if necessary. 
 

15. SHIPPING TERM 
Our standard shipping term is ex-works and our prices are based on this ex-works term, but we can 
assist you and take care of the order term (FOB, CFR or CIF) and adding its cost within the unit 
prices or in a separate invoice (this last one is the cheaper option for custom clearance). 
Please do note that we cannot control and nor be held responsible for import custom duties at 
port of destination. 
Every country has different regulations and costs, be aware of that and check it with your local 
agent prior to shipment to avoid disappointment. 
 

16. SHIPPING VOLUMES FOR CUSTOM ORDERS 
If needed (in order to estimate the shipping cost) we can provide order volume estimation.  
Our volume estimation is an estimate not a firm figure.  
Only when the order is physically packed into boxes we will be able to confirm the packing volume. 
“By sea” or “by air” shipments method could affect volume calculations.  
 

17. PACKAGING STANDARDS AND COSTS 
For air or sea shipment we prefer to take care of the order wrapping and boxing adding 7% on the 
invoice total amount for packaging cost.  
Our standard packaging is as follows: individual products are wrapped with plastic bubble-wrap; 
then groups of similar products are placed in standard brown carton boxes using shredded paper 
to fill the voids; boxes are placed in strong wooden crates. The crates conform to international 
timber and shipping standards.  
Other packaging requirements (e.g. gift packaging, single box per product etc) will incur an 
additional cost and should be determined in advance in consultation with client’s requirements. 
 

18. RETURNS 
If any brakeage occurs during the shipment, we will take responsibility and we will reimburse the 
cost of the broken items or replace them for free (shipment is not included in the free 
replacement). 
Minor variation in design, shape and color should not be considered as a defect, but as a valuable 
and important aesthetic characteristic of the handmade process and, for that, not returnable.  
 

19. DELIVERY DEADLINE DELAY 
We will try hard to meet deadlines.  This cannot always be achieved while the handmade process 
in ceramic is often unpredictable, but delays will not normally exceed 3 weeks.  
If undesirable production issues arise, we will notify the client of any deferral as soon we are 
aware of it and, the client must accept an adjournment to a maximum of 3 weeks. 
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If our delay exceed the above “grace period” we will discount 1% per invoice per week from the 
total invoice amount (based on invoice grand total, to a maximum of 5%). 
 

20. “READY TO SHIP" NOTICE 
When the order is ready to be delivered, we will notify the client by e-mail. The "ready to ship" e-
mail message will include Gaya's official invoice and Gaya's balance payment request.  
If the client delays balance payment, we will remind the client each week with a new "ready to 
ship" notice. 
 

21. UNPAID GOODS 
No goods will be shipped or released until the balance of payment is received.  
If receipt is delayed, we will charge a warehousing fee.  
Beginning after the third "ready to ship" notice (2 weeks) we will charge an additional 1% per 
invoice per week (based on invoice grand total, to a maximum of 10%).  
If balance payment is not received within 13 weeks, we will consider the order expired. The deposit 
will be not reimbursed and the goods will be disposed or sold with the client’s brand logo erased. 
 

22. SOCIAL MEDIA EXPOSURE  
Sometimes we use the designs developed for a client in our social media platforms (mainly 
website or Instagram) or in our advertising, if we think such exposure is mutually beneficial. 
When possible, we are happy to give credit and promote the client’s brand. 
Please let us know if you prefer not to have your designs visible in our campaigns. 
 

23. HANDMADE CHARACTERISTICS 
Our Q.C. team will carefully check all items to a high standard.   
We create wholly handmade products, wheel thrown or hand-built, hand-glazed in tailored and 
exclusive collections. 
Minor variation in design, shape and color should not be considered as a defect, but as a valuable 
and important aesthetic characteristic.  
Precisely because of these differences, you should be able to appreciate and recognize that this is 
a crafted, handmade creation and not an industrial product.  
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