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First article: Definitions

The following terms have the meanings assigned to
them below in application of this policy, unless the
context requires otherwise:

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

e Postal material: Parcels, postal items, and so forth.
e Beneficiary: Any natural or juridical person who
benefits from postal services (might be the sender or
the addressee, depending on the circumstances).

Second article: The beneficiary’s right to obtain the
service

1.The service provider shall be committed to provide
postal  services to  beneficiaries  without
discrimination.

2.The service provider shall be committed to enable the
beneficiary to track the postal item and inquire about
its status accurately and transparently through the
following means:

a)Track the postal item through the website
(https://www.nagelexpress.com/ar/sa/tracking).

b) Inquire about postal items by calling the unified
number (+966 920020505) (8002464444)

¢)Inquire about postal items through social media
platforms on the service provider’s official website.

d) Inquire about postal items by visiting the service
provider’s branches.

3. The service provider shall be committed to exercise the
necessary care in maintaining the safety of postal
materials.
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Third article: The beneficiary’s right to obtain

: : cloglall de Jpandl § dediadl 3> AUl sl
correct information -

The service provider shall be committed to deal with the dmpiall
beneficiary transparently, including the following: iy Loy cadlady aanad) pe Joladdly doasell alde pilly
1. Disclosing the name, address, website, and Ll
available means of communication with the service )

2. Clarifying the types of postal services provided and ALl Lo lentl S5l gg
their fees. N N L 9Ty ooty 1 ool clausdl g lgil g -2
3. Clarifying the terms and conditions for providing ) . )

postal services and the additional amounts that the Hllls Beagndl Sloaill s sy Loyl muass -3
beneficiary might incur. wsatadl Llazty a8 &1 2,5L5Y)

Fourth Article: The beneficiary’s right to obtain audl Al e Jgvamll § adiwdl o sdayl 15U

the service at the announced price

1. The service provider is obligated to announce the
postal services it provides and the price of each service.
2. The service provider is obligated to announce the Aaas S yaug Ly
additional amounts that the beneficiary might incur.

3. in order to apply the provisions of this article, the
service provider may use the means it deems il ey
appropriate for advertising. Bouzdl pual ez Bolll sda A>T Gubas sss & 3
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Fifth Article: The beneficiary’s right to obtain a 8392 Olesd e Jgvamll § diudl 3o sdualid Bl
guarantee of the service and experience quality. QG pmill Bagarg Aol
1. The service provider shall be committed to setting - )

standards to measure the quality of the postal service Lasdl Bagz il splas piagy Baasdl puda oL A1

provided and the satisfaction of the beneficiary. o) oo 59 deaall Ayl
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Sixth Article: The beneficiary’s right to respect his
privacy and confidentiality of his information.

1. The service provider is obligated to maintain the
confidentiality of beneficiary’s information and
disclose it only pursuant to a legal justification in
accordance with the regulations in force in the Kingdom
of Saudi Arabia, or based on the express consent of the
beneficiary, or his official representative in that regard,
or based on guidance from the competent official
authorities.

2. What is stated in this policy does not prejudice the
right of the concerned government bodies to exercise
their powers granted to them under the regulations in
force in the Kingdom to obtain confidential data related
to the beneficiary.

3. The privacy policy announced on NAQEL’s
platforms applies.

Seventh Article: The beneficiary’s right to have his
complaint addressed

1. Beneficiary complaints are received through the
means of communication mentioned on the official
website of the service provider, such as: the unified
number, email, website, and social media.

2. Complaints are handled through the following
procedures:

a) Notifying the beneficiary of receipt of the complaint
when it is submitted via text message.

b) Processing the complaint within (seven working
days) counting from the date of receipt of the complaint,
provided that the processing includes resolving or
rejecting the complaint.

¢) As an exception to the text of Paragraph (b) of this
Article, the period may in rare cases exceed the
specified times depending on the circumstances of the
complaint, and the customer will be informed of this.

d) The service provider does not consider complaints
submitted by customers if more than thirty days have
passed from the date the beneficiary receives the postal
item.
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Eighth Article: The beneficiary’s right to awareness duegull § dudiadl 3o saialill 3oL
1. The service provider shall be committed to

oy " o Sluleudly a8y Lo adl 1 ahy deasl ande afily .1
publishing its terms, conditions, and policies. f e

2. The service provider shall be committed to 4 el
publishing the beneficiary’s rights and its complaints axllas ally wpanall Bod> il Leasl pude a2
hanfjllng mechanism. N _ _ 4 Aolill oSl

3. in order to apply the provisions of this article, the ) ) . ) .
service provider may use the means it deems Loasdl pual Gomy Bolll oda oSl Gulas c5a § 3
appropriate for publication. el Alin Ll 1 o9l Sy ol

Ninth Article: sdas | 8oL

All the cases where there is no special provision stated

in this policy, is subjected to the postal system, its
executive regulations, and the regulatory decisions Lol Byslialt Apegdasall bl ally Apdydiall diasily )l
issued in their regard.
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