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CHAPTER III 

Special Terms  

applicable to the Customers of “TNT Bulgaria” EOOD courier services on the territory of the 
Republic of Bulgaria 

 

1. Application 

1.1. These Special Terms apply to Courier Services and Ancillary Services with respect to Shipments, regardless 
domestic or international, accepted for shipment in Bulgaria by TNT Bulgaria EOOD. 

1.2. These Special Terms compliment the terms set out in Chapter I "TNT Terms and Conditions of Carriage for 
Europe " or Chapter II "FedEx Express Terms and Conditions of Carriage for Europe " (each of them the 
“Conditions”) and is an integral part thereof whereby accounting for and reflecting the national statutory 
requirements. In the event of discrepancy between the provisions of the Relevant Conditions and these Special 
Terms, these Special Terms shall prevail. For avoidance of doubt, the General Terms and Conditions of the contract 
with a particular Sender using the Courier services as per the meaning of art. 21, para 1 the Postal Services Act 
(the “General Terms and Conditions”) comprise the respective Conditions (Chapter I or Chapter II, as applicable, 
depending on which of the services offered by TNT Bulgaria is used by a Sender) as supplemented and modified 
by these Special Terms.  

1.3. The Courier Services and Ancillary Services agreement for Shipments pursuant to this Special Terms and the 
applicable Conditions is concluded by and between the Sender and TNT Bulgaria. The contract is considered 
concluded upon receipt of the Shipment in the respective access point of TNT Bulgaria. For the avoidance of doubt, 
the provider of the courier services under the trade mark FedEx Express is TNT Bulgaria and in case of complaints 
from Bulgarian customers who have used such services, the complaints and the indemnities will be subject to the 
General Terms and Conditions of TNT Bulgaria. Accordingly, TNT Bulgaria accepts and responds to complaints by 
the Bulgarian customers who have used courier services under the trademark FedEx Express and is liable for the 
payment of compensation for damages as provided in the General Terms and Conditions. 

1.4. Capitalized terms used and not otherwise defined in the current Special terms shall have the respective 
meanings assigned to them in the relevant Conditions. 

1.5. Every clause of the Conditions not amended or supplemented hereto retains its wording and is applied in full 
force and effect. In case of ambiguous interpretation of these clauses their meaning shall be determined in light of 
the Conditions in their entirety and the applicable national legislation.  

1.6. The General Terms and Conditions are made available to the Customers by way of: 

1.6.1. Placing a copy of the General Terms and Conditions in a place easily accessible by Customers in all 
offices of TNT Bulgaria; 

1.6.2. Publishing the General Terms and Conditions on the relevant websites used by TNT Bulgaria: 
https://www.tnt.com/express/bg_bg/site/home.html and https://www.fedex.com/bg-bg/home.html. 

1.7. The application of the General Terms and Conditions is confirmed in writing by the Sender by signing the 
relevant documents upon handing the Shipment to TNT Bulgaria except in the case of Business Deliveries.  In the 
case of Business Deliveries, where the Sender acts in the course of professional occupation, it is assumed that the 
Sender is familiar with the General Terms and Conditions and accepts them if it does not immediately object to the 
applicability of the Terms and Conditions. 

1.8. TNT Bulgaria reserves the right to unilaterally modify, amend, change, or supplement the General Terms and 
Conditions pursuant to the applicable rules of Bulgarian laws.  

2. Amendments and Supplements to the Conditions   

2.1. In Section 2 “Definitions”: 

In the case of provision of courier services under the Postal Services Act by TNT Bulgaria, the term “Transport 
Services” wherever applicable in the provisions of Chapter I or Chapter II, shall be replaced by the term “Courier 
Services” and will read as follows: “Courier Services” means the courier services as per the statutory definition 
of item 18 of paragraph 1 of the Supplementary Provisions of the Postal Services Act conducted on the territory of 
the Republic of Bulgaria by TNT Bulgaria with respect to TNT and FedEx Shipments. Details for each type of the 
courier services can be found on https://www.tnt.com/express/bg_bg/site/home.html or  https://www.fedex.com/bg-
bg/home.html. Customers can also get information on the Courier Services in any of the offices of TNT Bulgaria, 
or by contacting TNT Bulgaria’s Customer Service Center. 

The definition of “Charges” in Chapter I is supplemented with the text shown below in italic and will read as follows: 
“Charges” means Carriage of a Shipment Charges and any other charges or surcharges assessed or levied 
pursuant to these Conditions from time to time, including fuel and other surcharges, ancillary clearance service 
fees, ancillary charges, Enhanced Liability or Insurance charges, return charges, special handling fees, duties and 
taxes, import and export surcharges, and other costs reasonably incurred by TNT relating to carriage of a Shipment. 
Details of any other charges or surcharges are available at the client centre on the territory of the Republic of 
Bulgaria where the FedEx shipment is delivered by the Sender to TNT Bulgaria and on tnt.com. 

https://www.tnt.com/express/bg_bg/site/home.html
https://www.fedex.com/bg-bg/home.html
https://www.tnt.com/express/bg_bg/site/home.html
https://www.fedex.com/bg-bg/home.html
https://www.fedex.com/bg-bg/home.html
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The definition of “Charges” in Chapter II is supplemented with the text shown below in italic and will read as 
follows: “Charges” means Carriage Charges and any other charges or surcharges assessed or levied pursuant to 
these Conditions from time to time, including fuel and other surcharges, ancillary clearance service fees, ancillary 
charges, Declared Value for Carriage charges, return charges, special handling fees, duties and taxes, import and 
export surcharges, and other costs reasonably incurred by FedEx relating to carriage of a Shipment. Details of any 
other charges or surcharges are available at the client centre on the territory of the Republic of Bulgaria where the 
FedEx shipment is delivered by the Sender to TNT Bulgaria and on fedex.com. 

The definition of “Delivery Commitment Time” in Chapter I and Chapter II, as applicable, shall read as follows: 
“Delivery Commitment Time” means the published delivery commitment time for the Service for that  Shipment, 
taking into account the commodity being shipped, date of shipment,  destination, weight of the Shipment and value 
of the Shipment, and can be checked on https://www.tnt.com/express/bg_bg/site/home.html or 
https://www.fedex.com/bg-bg/home.html. Customers can also get information for the Delivery Commitment Time 
in the offices of TNT Bulgaria, or by contacting TNT Bulgaria’s Customer Service Center.”  

"Customer" means any natural or legal person who uses postal services as Sender or Recipient. 

“Consumer under the PCA” means a consumer as defined in the Protection of Consumers Act.  

The definition of “TNT” in Chapter I shall be amended as follows: “TNT” means “TNT Bulgaria” EOOD, UIC 
831856043. 

The definition of “FedEx” or “FedEx Express” in Chapter II shall be amended as follows: “FedEx” or “FedEx 
Express” means “TNT Bulgaria” EOOD, UIC 831856043. 

The definition of “Multi-Piece Shipments” Clause 7.2. in Chapter I and Chapter II is supplemented with the text 
shown below in italic and will read as follows: “There is no limit on the aggregate weight of a multiple piece Shipment 
provided each individual Package within the Shipment does not exceed the per-Package weight limit specified for 
the destination. The weight limit for each individual postal shipment is 31.5 kg in accordance with Regulation (EU) 
2018/644 of the European Parliament and the Council of 18th April 2018 on cross-border parcel delivery services.” 

„Proper packaging“ under the General T&Cs is the package which is prepared and packed by the Sender for safe 
carriage, according to the nature and size of the goods, assuming ordinary care in handling in a carriage and hub 
sortation environment and in compliance with all applicable treaties, laws, regulations and rules, including those 
governing packing, marking and labelling. Further instructions on proper packaging could be found in the “Rules of 
TNT for safe packaging” published on the following website for TNT packages: 
https://www.tnt.com/express/bg_bg/site/how-to/pack-safe.html and of “Packaging and shipping supplies” for FedEx 
packages, published on: https://www.fedex.com/bg-bg/shipping/packaging.html. A packaging which is not in 
compliance with these requirements is considered “Improper packaging”. 

Section 16 – “Delivery”, clause 16.1. shall be amended as follows: 16.1. Shipments are delivered to the Recipient’s 
address subject to Sections 16.7 and 16.8 below. The Shipment needs to be delivered to the Recipient personally. 
TNT may deliver a Shipment to the Recipient or any other person for whom the Customer have given due 
instructions to receive the parcel and identification data of that person should be indicated in the documents 
accompanying the Shipment. Shipment addresses should always include the complete address of the Recipient, 
their telephone number and email address. 

2.2. Scope and features of the services provided 

2.2.1. The General Terms and Conditions apply to Courier Services and Ancillary Services falling within the scope 
of the non-universal postal services within the meaning of the Postal Services Act (“PSA”) that are provided on the 
territory of Bulgaria by TNT Bulgaria. 

2.2.2. The description of the different categories of Services can be found in the TNT International Tariff Directory 
in relation to TNT Shipments and FedEx Rate Card in relation to FedEx Shipments, valid for the territory of Bulgaria 
in respect of TNT Bulgaria. The same are accessible at https://www.tnt.com/express/bg_bg/site/how-
to/understand-pricing.html and https://www.fedex.com/bg-bg/about/resources.html. 

2.2.3. TNT Bulgaria reserves the right to add or remove different categories of services as it deems fit in accordance 
with market conditions and developments.  

2.3. Conditions for access to the Services. Conditions for acceptance and delivery of Shipments. 
Requirements concerning the shape, size, weight, and packaging of the postal items 

2.3.1. TNT Bulgaria shall provide indiscriminatory access to all Customers to the access points for providing the 
Services covered by these General Terms and Conditions.  

2.3.2. The Services are provided within the working hours at the customer service centers, on the previously 
announced business days for TNT Bulgaria. The services provided electronically on the websites used by TNT 
Bulgaria are provided around the clock and daily (except in cases of technical failure and/or pre-announced 
suspension of the digital services, TNT Bulgaria does not guarantee uninterrupted availability of electronic 
services). 

2.3.3. The conditions for acceptance and delivery of Shipments and the requirements concerning the shape, size, 
weight, and packaging of the postal items are provided in the relevant Conditions. For particular types of Shipments 
when required by applicable law (such as international Shipments under art. 20, para 1, item 11 of the PSA) TNT 
Bulgaria shall request additional personal identification of the Sender or the representative of the Sender who is 
handing the Shipment to TNT Bulgaria (such as full legal names, unique personal identification number, etc.).  

https://www.tnt.com/express/bg_bg/site/home.htmlo
https://www.fedex.com/bg-bg/home.html
https://www.tnt.com/express/bg_bg/site/how-to/pack-safe.html
https://www.fedex.com/bg-bg/shipping/packaging.html
https://www.tnt.com/express/bg_bg/site/how-to/understand-pricing.html
https://www.tnt.com/express/bg_bg/site/how-to/understand-pricing.html
https://www.fedex.com/bg-bg/about/resources.html
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2.3.4. Under the condition that all information provided by the Sender about the items and contents of the Shipment 
is correct and not misleading, when the Shipment is accepted for carriage by TNT Bulgaria it will be considered 
that the same is properly packaged.  

2.4. The following rules on items prohibited for shipment shall be applicable in addition to the rules of 
Sections 10 of Chapter I and Chapter II: 

a. narcotic, anaesthetic, psychotropic and toxic substances; 

b. weapons, ammunition, pyrotechnic articles, explosives, flammable or other dangerous substances and items; 

c. immoral items; 

d. items which, by their nature or packaging thereof, may expose the life or health of postal officers or other persons 
to danger, or may spoil or damage other items or postal equipment; 

e. religious materials of sects and organizations banned or not registered in the Republic of Bulgaria;  

f. movable cultural monuments which are not accompanied by an issued authorisation or certificate.  

g. any excise goods and tobacco waste, the holding, moving, transportation, supply and sale of which are prohibited 
by the EDTWA; 

h. bottled alcoholic beverages with code CN 2208 (brandies, liqueurs and other spirits) with excise labels indicating 
a nominal quantity in liters lower or higher than the capacity of the bottle (Art. 99 (1) item 2 Excise Duties and Tax 
Warehouses Act (“EDTWA”); without excise labels, when required, with false or forged excise labels or excise 
labels with expired validity (Art. 99 (1) item 3 of the EDTWA); or with excise label DUTY FREE (Art. 99 (1) item 4 
of the EDTWA); (non-bottled) alcoholic beverages with CN code 2208 and of an alcoholic strength equal to or 
exceeding 15% vol. (Art. 101 (1) and (2) of the EDTWA), alcoholic beverages with CN code 2208 and having an 
alcoholic strength equal to or exceeding 15% vol. in plastic packages (bottles) of more than 0.5 liters (Art. 101 (3) 
and (4) of the EDTWA) as well as  

i. energy products as per the EDTWA; 

j. (except in the case of Shipments with Declared Value for Carriage) coins, banknotes, currency notes, traveler’s 
cheques, items of value to the Sender, platinum, gold, or silver, whether processed or not, precious stones, whether 
processed or not, precious metals, jewelry, securities, unprotected furniture, glassware or porcelain, artwork, 
antiques, and important documents that include passports, payment documents, securities, share certificates and 
option certificates. 

2.5. It shall be inadmissible to insert in international Shipments including in such with Declared Value for Carriage 
all other substances and items specified as prohibited in international treaties, as well as any items which as 
prohibited for importation and distribution in the country of destination. Information on prohibited items under this 
clause will be provided by the Customer support center of TNT Bulgaria or upon request. Additionally, a list of the 
prohibited for shipment items is available at https://www.fedex.com/bg-bg/shipping/international-prohibited-
items.html. 

2.6. The rule that the money-back guarantee, if available (Senders should check with the respective client centre 
of TNT Bulgaria or with FedEx online for details), can be suspended, modified, or revoked by TNT Bulgaria at its 
sole discretion without notice to either the Sender or Recipient, being part of Point 19. shall not be applicable to 
B2C Shipments and Shipments by Senders who are Consumers under the PCA. In addition, Point 19.1, letter d. 
shall not apply to Courier Services under these Special Terms. 

2.7. Time limits for delivery of Postal items 

2.7.1. Time limits for Shipments performed by TNT Bulgaria are defined in the applicable local Tariffs. For redelivery 
of a Shipment and for undeliverable shipments Section 17 and Section 18 of the relevant Conditions apply 
accordingly.  

2.7.2. Without prejudice to point 2.7.3. and 2.7.4., in case of B2C Shipments and Shipments by Senders who are 
Consumers under the PCA, by way of derogation from the Terms and Conditions, the shipment delivery periods 
are part of the agreement between TNT and the Sender and are binding on TNT. In case of default under the 
agreed delivery periods, TNT owes indemnification to Consumers under the PCA in the amount of the actual value 
of the damages, but not exceeding the value of the price paid to TNT for the service. 

2.7.3. In the event that the Sender has provided an incomplete and/or inaccurate address or telephone number to 
contact the Recipient, the Operator is not bound by the pre-announced delivery period of the Shipment. 

2.7.4. TNT does not bear any responsibility for failure to perform the conditions of the service in case of unexpected 
events which occurred during the delivery service as well as in any other cases provided in the Conditions and the 
applicable law.  

2.8. Payment for the services 

2.8.1. The payment of the services provided by TNT Bulgaria is done in accordance with Sections 3 to 6 of the 
respective applicable Chapter. The following Section supplements the General Terms and Conditions of Chapter I 
and II in accordance with the imperative provisions of the Bulgarian legislation. 

2.8.2. TNT announces the prices of the services performed thereby in a place accessible to the Customers and on 
the respective Internet sites. Additional information could be given over the phone by the respective TNT’s 

https://www.fedex.com/bg-bg/shipping/international-prohibited-items.html
https://www.fedex.com/bg-bg/shipping/international-prohibited-items.html
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employees. 

2.8.3. Unless explicitly agreed otherwise, it is assumed that the value of the service is due in advance, upon handing 
the Shipment to TNT Bulgaria. 

2.8.4. If needed for the specific service, TNT has the right to prepay any customs duties owed in the name and on 
behalf of the Recipient who is a Consumer under the PCA at the express request and authorization by the Recipient 
or the Shipper or with their consent. In such case, TNT is entitled to charge an additional fee for this service. 

2.9. Procedures for complaints and indemnities. Indemnified cases. Specific amounts and timeframes for 
payment of indemnities 

2.9.1. Section 23 of Chapter I, respectively Section 23 of Chapter II is amended as follows: 

1. Complaints and indemnified cases. The Sender and the Recipient of the Shipment have the right to a 
complaint in the cases provided by law, including for lost, stolen, damaged, in whole or in part, and in case 
of non-compliance with the delivery deadlines or in case of returned shipments without any reason for non-
delivery. TNT Bulgaria will only accept submission of a written complaint relating to a Shipment, if the 
claimant complies with the following procedure:  

1.1. Providing Notice of a Complaint. All complaints related to Shipments must be notified to TNT 
Bulgaria in writing within 6 months as of the date of acceptance of the Shipment. All such complaints must 
be notified either at the moment of delivery, or – via https://www.tnt.com/express/bg_bg/site/home.html, 
respectively via https://www.fedex.com/bg-bg/home.html. 

1.2. Required information. All notices of complaints shall include complete Sender and Recipient 
information, as well as the tracking number, date of Shipment, number of pieces, and Shipment weight.  
Within six months after the Shipment was accepted by TNT Bulgaria, the complaint must be completely 
documented by sending all relevant supporting documentation to TNT Bulgaria (e.g., purchase invoices, 
estimates for repair). As a pre-condition for TNT Bulgaria considering any complaint for damage, the 
Recipient must make the contents, original shipping cartons and packaging available for inspection by 
TNT Bulgaria, either at the Recipient’s premises or at a TNT Bulgaria facility, until the complaint is 
concluded.  

2. Limitations. TNT Bulgaria is not obligated to act on any claim until all Charges have been paid; the 
claimant cannot deduct the claim amount from those Charges.  

3. Standard limitation of liability for Courier Services. TNT's liability for loss, damage or delay in the 
provision of Courier Services will be limited to the amount of EUR 10 per kilogram for all Shipments by 
road and EUR 26 per kilogram for all Shipments by air. (Unless the Sender indicates a higher value for 
transportation and pays the required fee described in Section 20.3. of the respective Chapter of the 
Conditions). 

4. Claim Processing. TNT Bulgaria reviews domestic claims within one and international claims within 3 
months as of the date of their submission and notifies the claimant in writing of its resolution. If the claim 
is upheld, compensation will be paid within 1 month of the notification. 

5. Legal Actions. Senders and Recipients have the right to seek a decision on their claim by the 
Communications Regulation Commission or the competent civil court provided they have introduced their 
complaint beforehand with TNT Bulgaria and it was not satisfied. Filing an application with the 
Communications Regulation Commission does not preclude any right to a claim with the civil court. 

6. By way of derogation from the General Terms and Conditions, TNT owes indemnification to the Customers 
in all cases imperatively regulated in the PSA. 

7. By way of derogation from the General Terms and Conditions, TNT is not liable for failure to fulfil its 
obligations only in the cases exhaustively provided for in the PSA. 

2.10. Rights and Obligations  

Sender has the right to:  

• Have their Shipment delivered pursuant to the terms of the Conditions, these Special terms, and any 
other written agreement with TNT Bulgaria;   

• To receive information about the present Conditions and the applicable rates;  

• cancel a request for a courier service at any time before the Shipment is handed over to TNT Bulgaria; 

• manage the Shipments as they see fit before the moment they are delivered to the Recipient, acting as 
legal owners bearing all expenses arising thereof. 

Senders are required to: 

• not ship prohibited items as per the General Terms and Conditions. 

• prepare the Shipment in a way that its content, weight, size, form, packing and appearance are in 
accordance with the present Conditions and cannot cause damages to the integrity, content or appearance of 
other Shipments carried by TNT Bulgaria; 

https://www.tnt.com/express/bg_bg/site/home.html
https://www.fedex.com/bg-bg/home.html
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• provide full and correct information about the sender, recipient and the contents of the Shipment so that 
the waybill can be correctly filled in as required by the Conditions; 

• pay any and all due Charges for the courier service (as well as additional surcharges, ancillary fees or 
other charges); 

• indemnify TNT Bulgaria for sustained damages in the cases provided by law. 

2.10.1. The Sender is liable to TNT in the cases provided by the Postal Services Act. The amount of liability is 
equal to the amount of liability that TNT bears in front of the third parties whose Shipments are damaged. The 
Sender is also responsible for the damages caused to TNT.  

TNT Bulgaria Rights and Obligations  

TNT Bulgaria has the right to: 

• demand the Shipment to be appropriately packed for transportation in accordance with the Conditions; 

• Reject Shipments containing prohibited items; 

• receive and claim payment of the Charges for the provided Courier services; 

• a compensation by the Sender for damages caused by its Shipment;  

• organize and execute the services at its discretion by accepting, processing, redirecting, transporting 
and delivering shipments, using routes, vehicles, distribution centres, or subcontractors at its discretion as long 
as this does not lead to any additional charges for the Sender or breach of contract; 

• weighting and measuring the Shipments and to re-calculate the prices when discrepancies are 
established.  

• Refuse for carriage a package which is with Improper packaging for carriage under the applicable 
General T&Cs. In case TNT accepts for carriage such a package and if the information provided by the Sender 
about the items and contents of the Shipment is correct and not misleading, the package will be considered 
properly packed. 

TNT Bulgaria is obliged to: 

• Ensure access of all Senders to all Courier services; 

• keep the privacy of mail during and after the completion of the service as well as abide the laws 
governing processing of personal data of Senders; 

• have the following readily available and visible: The Conditions of the contract with individuals, Up to 
date Price List, Information about locations serviced by the non-universal postal service, requirements for the 
parameters of packages, TNT Bulgaria working days, prohibited items, deadlines for filing claims, and the 
compensation that can be obtained if the claim is founded; 

• provide the Courier services described on the Waybill and in the Conditions; 

• compensate the Senders who suffered losses caused by TNT Bulgaria as stated in the Conditions;  

• review and take actions on claims by Senders. 

2.11. Rules on carriage and delivery 
 
 
2.11.1. In addition to what is provided in Section 9.1 of Chapter I or Chapter II, when TNT is entitled to open and 
inspect a Shipment a relevant protocol shall be issued describing the performed actions and the respective TNT 
employee who have taken the same. Such protocol will be kept with the company within 1 year from the 
performance of the action unless a regulation or an order of a state body provides otherwise. 
 
2.12. Procedure for resolving disputes 

2.12.1 Any disputes between TNT Bulgaria and the Customers shall be resolved through negotiations and 
agreements in a spirit of good will, partnership, understanding and mutual concessions, in good faith and respecting 
the rights of the parties to the legal relationship. 

2.12.2 In case it is impossible to reach an agreement Clause 31 of Chapter I and Chapter II applies.  

 


