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First Article: Definitions

The following terms have the meanings assigned to
them below in applying these terms and conditions,
unless the context requires otherwise:

Service Provider: NAQEL Company, its subsidiaries,
branches, or agents.

Postal material: Parcels, postal items, and so forth.
Beneficiary: Any natural or juridical person who benefits
from postal services (might be the sender or the addressee).
Service contract, bill of lading, or airway bill: Itis a non-
negotiable document attached to the postal item sent from
the point of dispatch to the destination, and it also
constitutes a contract for the carriage of the relevant postal
item.

Packing List: A document that includes details of the
contents of a postal item.

Second Article: Introduction

This policy aims to determine the scope and mechanism
of compensation for the beneficiary for delay or error in
the delivery of postal items, loss, damage, or deficiency.
It includes procedural and substantive rules for two
types of compensation:

1- Beneficiary’s compensation related to insured postal
items.

2- Beneficiary’s compensation related to uninsured
postal items.

Third Article: Procedures for claiming compensation for
postal items
In the event of delay or error in delivering postal items, loss,
damage, or deficiency, the beneficiary may demand
compensation according to the following procedures:
1- Submit a letter addressed to the service provider that
includes the following:
A- A statement of the type of postal item - the subject of the
compensation claim -.
B- Packing list.
C- A statement on the damaged, missing, or incomplete
items, along with providing proof of it in pictures or video
clips, depending on the circumstances.
D- A statement on delay or error in delivery, depending on
the circumstances.
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provided that this committee shall issues its decision to
reject or accept in whole or in part, within (7) working days
from the date of submitting the claim; provided that this
period is counted from the date of completion of all claim
requirements and submission by the beneficiary.

3- The service provider may refrain from compensation if
the beneficiary does not adhere to the procedures stipulated
above or if he refrains from providing any requirements by

the service provider or its representative.
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Fourth Article: Compensation for insured postal items
In the event of delay or error in delivering an insured postal
item, or their loss, damage, or shortage, the service provider
shall compensate the beneficiary in accordance with the
following provisions:

- In the event of a delay in delivering the insured postal
item, the beneficiary shall be entitled to compensation
amounting to fifteen Saudi riyals.

2- In the event of an error in delivering the insured postal
item, the beneficiary shall be entitled to compensation
amounting to fifteen Saudi riyals.

3- In the event of completely damaging or losing the insured
postal item, compensation shall be according to the value of
the postal item recorded in the air waybill, provided that the
value of any taxes paid by the beneficiary shall be deducted
in advance.

4- In the event of partially damaging or losing the insured
postal item, the compensation shall be according to the value
of the damaged items of the postal item, and the evaluation
is based on the value of the postal item recorded in the air
waybill, provided that the value of any taxes paid by the
beneficiary shall be deducted in advance.

5- In the event of a shortage of the insured postal item, the
compensation shall be according to the value of the missing
items of the postal item, and the evaluation is based on the
value of the postal item recorded in the bill of air waybill,
provided that the value of any taxes paid by the beneficiary
shall be deducted in advance.

6- The evaluation of damaged or missing items, depending
on the circumstances, is done by the service provider’s
evaluation committee.

7- In all cases, it is not permissible to combine two different
compensations for the same postal item.
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Fifth Article: Compensation for uninsured postal items
In the event of delay or error in delivering uninsured postal
items, or their loss, damage, or shortage, the service provider
will compensate the beneficiary in accordance with the
following provisions:

1- In the event of a delay in delivering uninsured postal
items, the beneficiary shall be entitled to compensation
amounting to fifteen Saudi riyals.

- In the event of an error in delivering uninsured postal
items, the beneficiary shall be entitled to compensation
amounting to fifteen Saudi riyals.

3- In the event that the uninsured postal item is damaged or
lost completely or partially or is missing, the compensation
shall be be according to the value of the postal item recorded
in the air waybill or according to the value of the damaged
or missing items, depending on the circumstances, after
deducting the value of any taxes paid by the beneficiary in
advance, and the maximum must be the compensation
amount is one hundred Saudi riyals; and the service provider
shall not responsible for any other compensation.

4- The evaluation of damaged or missing items, depending
on the circumstances, shall be done by the service provider’s
evaluation committee.

5- In all cases, it is not permissible to combine two different
compensations for the same postal item.

Sixth Article: Liability limits in compensation

1- The limits of the service provider's liability for
compensation shall be in accordance with what is stipulated
in (Fourth Article) and (Fifth Article) of this policy.

2- The service provider's liability limits for compensation
shall be according to the circumstances stipulated in (Fourth
Aurticle) and (Fifth Article) of this policy; as it shall not be
liable for compensation for any potential damages arising
from delay or error in receipt or any damages related to any
fees or taxes that may be imposed on any grounds.

3- The limits of the service provider's liability for insured
postal items compensation shall be according to their value
at the time the service being provided, and the service
provider bears no responsibility any increase or decrease in
the value of that postal item.
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NAQEL

Seventh Article: Lack of compensation cases

The service provider shall not be responsible for
compensating the beneficiary entirely in the following cases:

1- In the event of damage or deficiency of the postal item, in
whole or in part, due to mechanical or electrical failure of
the content of the postal item.

2- In the event of leakage or loss of weight or volume in a
way that does not affect the mailing material.

3- In the event of a manufacturing defect in the postal item.
4- In the event of damage, deficiency, loss, delay, or error in
receipt is due to the beneficiary.

5- If the postal item is prohibited.

6- Force majeure (for example, but not limited, riots, war,
whether declared or not, acts of God, floods, natural
disasters, poor weather conditions, diseases, and health
pandemics, partial or complete curfews, strikes, epidemics,
or government’ procedures, issuing a new law, or freezing
assets).

7- In the event that the period for storing the postal material
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9- If the beneficiary refuses to provide any requirements by
the service provider or if the beneficiary prevents the service
provider from conducting the necessary survey.

10- If the damages are invisible or were invisible by the
beneficiary.

11- In the event of a deficiency or loss in the content of the
postal item and there being no change in its box.

12- If the packaging of the postal item does not comply with
the service provider’s standards.

13- In the event that the compensation arises due to any
circumstance beyond the control of the service provider,
such as force majeure, government procedures, customs
procedures, and other reasons that are beyond the control of
the service provider.
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1- The beneficiary must notify the service provider within
one month of the date on which he, or his representative,
receives the postal item for which compensation is claimed.
If he does not receive the postal item, the period is calculated
from the date scheduled for delivery.

2- If the beneficiary does not adhere to the periods stipulated
in Paragraph (1) of this Article, his right to claim
compensation will be forfeited, and he will be considered
waived his right to compensation, if any.

3- If the Compensation Committee requests documents from
the beneficiary, he must submit the required within (10)
calendar days. If the beneficiary does not comply with this,
the service provider may reject the compensation request.
4- The service provider, NAQEL, or through contractors,
may conduct the necessary investigations into the
beneficiary’s claim and may request any documents
NAQEL deems necessary or carry out the necessary surveys
for that.

5- The service provider, with the beneficiary’s approval,
may settle any claim for compensation, provided that the
settlement is in writing and signed by both parties, and it
may be done through digital means.

6- If the service provider compensates the beneficiary for the
damaged postal item, he may dispose of the postal item, the
subject of compensation, in any way, whether by sale or
otherwise.

7- The service provider has the right to demand that the
beneficiary pay his full fee in the event that there is an error
in the address to which it was sent or in the event that the
addressee refuses to receive the postal item.

.EXPRESS

- If the service contract or any other document includes

particular conditions for compensation that contradict what
is written in this policy, the particular conditions agreed
upon between the two parties shall be applied.
9- The service provider may refrain from considering and
deciding on the compensation request if the beneficiary does
not fulfill the value of the service due. It is not permissible
under any circumstances to refrain from paying the value of
the service due for the purpose of requesting compensation.
10- The capacity to claim compensation belongs to the
sender alone, except in the event that the addressee bears the
fee for sending the postal item.
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All the cases where there is no special provision stated in audl allas sl ikl daliadl s @ Qal_., oai o o Lo K

this po!icy, is subjected to the postal_ s_ysten_1, its ex_ecutlv_e clalod! 5 Leplas yslall dpadasall clyally Al 4iai¥s
regulations, and the regulatory decisions issued in their

regard, or other policies issued by the service provider. el puide oo By3biall 6331
Tenth Article: 13 ydoladl 5oLl

This policy shall get into force from thfe date of its Sl ol Al o Loolate! sl i Aliadl ne Jand
approval by the General Transport Authority.
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