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Claims Handling Rules 

• General Logistics Systems Czech Republic, s.r.o. (herei nafter referred 

to as GLS) uses modern and safe technology which reduces the risk of 

damage as much as possible whi le maintaining high quality of servi-

ces. GLS is liable for the high quality of shipping services on condition 

that the Sen der provides its consignments with packaging that meets 

the Conditions of packaging of consignments in accordance with the 

General Terms and Conditions Pertaining to For warding and Consign-

ment Management General Logistics Systems Czech Republic, s.r.o. for 

entrepreneurs, or on the basis of General Terms and Conditions for 

Forwarding and Consignment Management for non-entrepreneurial 

consumers via the portal www.e-balik.cz (hereinafter co llectively re-

ferred to as the „Terms and Conditions“) and in accordance with the 

standard sector-specific requirements for the packaging of consign-

ments shipped via express par cel service network. Information re-

commending correct par cel packaging ways are provided in the Pac-

kaging Manual.  

• GLS continuously monitors shipment movement by scanning at each trans-

port point in the GLS system, which thus reduces the risk of misdi-

recting a shipment and the resulting conse quences. After handing the 

consignment over for shipment, GLS shall weigh received consign-

ments and simultaneously register them in the information system. If, 

despite all care and professionalism, there is some damage to the par-

cel, it is settled under these Claims Handling Rules, which com-

ple ments the current Terms and Conditions.  

• Liability for damages resulting from unavoidable events (for ce majeure) 

shall be excluded.  

• Obvious breach or damage to the packaging may be disputed at the latest 

upon delivery of the consignment. A protocol on the scope of damage 

or partial loss of the contents of the consignment must be drawn up 

with the driver on site in the GLS „Damage Record“ form.  

• In the event of damage which is not apparent upon delive ry a claim for 

compensation shall arise only if such claim is submitted by the Principal 

to GLS in writing within 3 busi ness days of the delivery or return of 

the consignment to the Sender and if the damage was demonstrably 

caused by the service provider. If the claim for damage compensation 

is not submitted under the Conditions specified, it shall automati cally 

expire.  

• In other cases not listed in the previous paragraphs, a claim for damages 

shall arise only if this claim is submitted by the Principal to GLS in wri-

ting within 60 calendar days from the date when the consignment was 

handed over for shipment.  

• The Consignee, or The Principal shall provide GLS with a sufficient oppor-

tunity to inspect the damaged consignment either in person or by an 

authorized person. The Consignee, or The Principal is not obliged to 

handle the consignment until this time and is obliged to preserve its 

packaging until the claim handling process is concluded. If the Principal 

fails to submit their claim within the above-mentioned deadline, fails 

to provide the consignment to GLS for inspection, or tampers with the 

consignment, their claim for damages shall be void. 

 

 

 

1. Claims Handling Process 
 

•The claim-handling process is based on the Conditions when the Forwarder 

is General Logistics Systems Czech Republic, s.r.o., Company ID 260 87 

961, with its registered office at Průmyslová 5619/1, 586 01 Jihlava 

(GLS).  

• Claims against GLS are made exclusively by the Principal (usually the custo-

mer and the payer of the transport), in writing to the address or to the 

email address reklamace@ gls-czech.com. If the Principal is also a con-

sumer and if a postal service is provided, The Consignee has the right 

to initiate a claim handling after the consignment delivery.  

• After reporting a claim, GLS confirms its receipt and asks for the necessary 

documents to handle it.  

• GLS shall settle the claim as soon as possible close the claim as soon as 

possible, but no later than 30 days from the receipt of all supporting 

documents.  

• Claims for which GLS does not receive complete documen tation within 30 

days of submitting shall be deemed rejec ted.  

• In the event of a recognized claim, GLS compensates for the costs of repair, 

or the calculated discount, or the usual value of the goods according to 

the documents provided by the Principal.  

• In cases when the purchase price is not sufficiently docu mented, compen-

sation of maximum 80% of the sales price is granted unless it exceeds 

the usual price.  

• If the claim is filed by a VAT payer, the damage is compensa ted excluding 

VAT.  

• The compensation claimed cannot be counted against the bill of GLS 

forwarding services provided.  

• The statement with the result of the complaint shall be sent by GLS by re-

gistered mail to the mailing address of the Principal or to the e-mail 

address from which the complaint was reported.  

• A written appeal may be filed against the rejection of the claim, which will 

be reviewed within 30 days.  

• If all or part of the missing goods are found at any time du ring the claim 

handling procedure, the complainant is obli ged to immediately in-

form GLS about this fact.  

 

2. Required Documents 
 

a) Damage to the consignment 

• The filled-in GLS “Damage Claim” form.  

• Proof of the parcel contents and of the value of the goods (e.g. delivery 

note, sales invoice, etc.) with indicated da maged items and the num-

ber of damaged pieces.  

• Proof of the amount of damage - the cost of purchasing the damaged goods 

(e.g. purchase invoice, production cost calculation, purchase/produ-

ction price declaration of honour, etc.), or - the cost of repairing it, or - 

quantification of the discount on the sale price.  

• A copy of the Damage Record if it has been issued.  

• If the goods were being sent for servicing/returning after servicing, a proof 

of why the repair was needed.  



 

• Photo documentation of the whole package (label, pac kaging, filling ma-

terial, goods and their location in the con signment, etc.).  

Note: If the sales invoice cannot be supplied at the same time with the stan-

dard purchase invoice, at least one of the invoices must be submitted 

to verify the value of the damaged goods, the other document may be 

substituted with a delivery note or an affidavit (e.g. the sales invoice + 

affidavit of the purchase price, calculation, etc., or purchase invoice + 

delivery note, transfer, etc.) 

 

b) Loss of consignment 

• The filled-in GLS “Damage Claim” form.  

• The proof of the content of the parcel and of the value of the goods (e.g. 

the delivery note, sales invoice, etc.). www.gls-czech.com info@gls-

czech.com +420 567 771 111  

• The proof of the amount of damage suffered. - The cost of purchasing the 

lost goods (e.g. the purchase in voice, production cost calculation, 

affidavit of the purchase/ production price, etc.).  

• If the goods were being sent for servicing/returning after servicing, a proof 

of why the repair was needed.  

• If the parcel has not entered the GLS system (it has not re ceived a a „re-

gistration“ scan at the depot or sorting center) – a copy of the GLS 

„Confirmation of Parcel Receipt“ form issued by the driver on the shi-

pment day when picking the parcels.  

• In the event of the parcel delivery to a wrong address – an affidavit by The 

Consignee of not receiving the claimed parcel.  

• In the event of incorrect delivery of the parcel or if the parcel is deposited 

at a pick-up point – a sworn statement by the Recipient that the clai-

med parcel was not received. 

Note: If the sales invoice cannot be supplied at the same time with the stan-

dard purchase invoice, at least one of the invoices must be submitted 

to verify the value of the damaged goods, the other document may be 

substituted with a delivery note or an affidavit (e.g. the sales invoice + 

affidavit of the purchase price, calculation, etc., or purchase invoice + 

delivery note, transfer, etc.). 

 

(c) Partial loss 

• The filled-in GLS “Damage Claim” form.  

• The proof of the parcel content and of the value of the go ods (e.g. the 

delivery note, sales invoice, etc.) with indicated damaged items and the nu-

mber of damaged pieces.  

• The proof of the amount of damage suffered. - The cost of purchasing the 

lost goods (e.g. the purchase in voice, production cost calculation, affidavit 

of the purchase/ production price, etc.).  

• A copy of the Damage Record if it confirms that the parcel had signs of 

external damage upon delivery.  

• If the goods were being sent for servicing/returning after servicing, a proof 

of why the repair was needed.  

• Photo documentation of the entire parcel (the label, pac kaging, filling ma-

terial, goods, etc.), especially the damaged place where the goods may have 

been partially lost. GLS has the right to arrange for the collection of the con-

sign ment in question for personal inspection.  

Note: If the sales invoice cannot be supplied at the same time with the stan-

dard purchase invoice, at least one of the invoices must be submitted to verify 

the value of the damaged goods, the other document may be substituted 

with a delivery note or an affidavit (e.g. the sales invoice + affidavit of the 

purchase price, calculation, etc., or purchase invoice + delivery note, transfer, 

etc.). 

 

3. Other Provisions 
 

GLS follows the Terms and Conditions and approaches below when assessing 

claims  

• If, in the event of damage to the consignment, repair on site is possible 

which is preferable in terms of transport costs, in the case of evaluating 

the complaint as justified, GLS will pay repair costs – however, it does 

not cover depreciation.  

• In the case of partial damages, only the costs of their repla cement or 

replacement shall be covered (provided that the claim is considered as 

justified). Liability for damage does not apply to lost profits or various 

penalties.  

• GLS shall not be liable for damage resulting from a breach of the Principal‘s 

obligation to package the parcel adequa tely given the nature of the 

content or when using inappro priate packaging material, or if there 

was any damage to the content of the consignment resulting from the 

inade quate use of filler material while the outer packaging was not 

damaged.  

• Parcels labeled „Fragile“, „Keep It Upright“, etc., are treated with utmost 

care and caution by GLS employees, however this does not increase 

liability of GLS for any damage to the consignment, and the Sender is 

obliged to package such a consignment in a manner that is adequate 

to the transport Conditions and guarantees that the content of the par-

cel shall be kept from damage.  

• If there is no damage to the outer packaging of the consign ment with 

fragile content (glass, porcelain, bottles, etc.), GLS shall not be liable 

for any damage even in case there is only partial damage to the consig-

nment content (e.g. by spilling part of the content); unless it is proved 

that the da mage occurred only due to a breach of obligations by GLS.  

• GLS shall not be liable for damage to fragile items if it has occurred due to 

insufficient internal packaging of the con signment while the outer 

packaging of the consignment is intact; unless it is proved that the da-

mage occurred only due to a breach of obligations by GLS.  

• In the event of partial damage to the content of the con signment during 

shipment, the compensation is calculated in relation to the proportion 

of damage to the total value of the content of the consignment.  

• The claim shall be rejected in the case of consignments excluded from 

transport under the Terms and Conditions.  

• Damage compensation in the case of shipment of used go ods is calculated 

with respect to their depreciation.  

• In the event of damage, GLS shall have the right to decide whether to pay 

the cost of the repair of the consignment content or to refund the in-

jured party.  

• If the consignment was shipped in the original factory packaging and its 

content was not checked at delivery, no claim for damages arises; un-

less it is proved that the damage occurred only due to a breach of ob-

ligations by GLS. The claim does not arise either if the content of the 

consignment was delivered in other intact packaging and there was no 

check of content integrity upon consignment receipt.  

• As long as the consignment packaging is intact, GLS is not liable for mecha-

nical, electrical or electronic damage to the content even if the internal 

packaging of the consignment was sufficient; unless it is proved that 

the damage occurred only due to a breach of obligations by GLS.  



 

• Oxidation, rusting or change in the colour of the shipped goods do not es-

tablish the right to compensation, unless it is proved that the damage 

occurred only due to a breach of obligations by GLS.  

• If the consignment content was insured in another way du ring shipment, 

GLS shall compensate for the damage only if the premium paid was less 

than the purchase value of the shipped consignment by paying the di-

fference between the premium from another insurance source and the 

purchase value of the consignment, but maximum up to the amount 

specified in the Terms and Conditions and the contract with the Princi-

pal.  

• In the event of any damage to the parcel, GLS or its repre sentative shall 

have the right to investigate the damage event on site or pick up the 

consignment, and therefore handling the damaged parcel must be pre-

vented until the claim process is concluded. GLS undertakes to carry 

out such investigation no later than 30 days after being infor med of 

the insured event.  

• If the purchase invoice amount is stated in a foreign currency, the current 

exchange rate of the Czech National Bank (CNB) on the date the parcel 

is taken over for transport by GLS is used for the conversion. 

  

 

4. Special provisions for consumers using GLS 

portal services via www.e-balik.cz  
 

 If a claim is rejected in the con text of a consumer relationship, the 

subject of which is the provision of a postal service, as part of the re-

jection of the complaint GLS is obliged to inform consumers about an 

out- -of-court dispute resolution entity, which is for these relations the 

Czech Telecommunication Office. 

 

 


