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Shipment complaints - guidelines for customers 
Version dated 01.06.18 valid till the release of a newer version  

Dear Customer 

Due to occurrence of damages to our shipments and not always on-time delivery by courier 
companies working with us, you are kindly requested to comply with the following guidelines 
when accepting the shipments: 

1. Any external damage should be reported immediately upon the acceptance of shipment. The 

parcel should be accepted, opened together with the courier and state as follows: 

a) if the content is intact - everything is ok and does not require other activities 

b) if any part of the content is damaged, write down the protocol while marking the damaged items 

therein (description, quantity) and taking pictures 

c) if the entire cargo is damaged, write down the report and take pictures 

2. If the external damage is so extensive that you categorically refuse to accept the shipment, please 

make sure that the courier fairly writes a “damage” in the box describing a reason for refusal and takes 

a photo. 

3. In case of a shipment, which looks intact from the outside, and only after unpacking, the content 

turns out to be damaged - this does not prevent filing a complaint.  In this case, call the company 

which delivered the shipment and present the problem, requesting at the same time the courier to 

arrive in order to write down the protocol.  You have a maximum of 2 working days for that. As in any 

of the above cases - take a picture. 

4. Delayed delivery of shipment - if you have a confirmed date of delivery, and a shipment did not 

arrive on time - please report this information to us. 

Each of the above situations should be taken very seriously - failure to comply with these 
guidelines deprive us of the opportunity to clarify the situation with the courier company, and 
thus, it will result in automatic rejection of your complaint. 

We put a label in local language on the packaging to draw the attention of the recipient even 
more. 

 
DEAR RECIPIENT 

CHECK THE CONTENT OF SHIPMENT WHETHER IT IS NOT DAMAGED, IN THE PRESENCE 
OF A COURIER 

If there are any damages, file a complaint with a courier and complete the protocol and take 
pictures. If you find damages after the departure of the courier, you have to notify him  within 2 

days. Only then we can accept the complaint for damages in transport.


