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GENERAL TERMS & CONDITIONS OF DHL  
FOR THE (DOMESTIC) PARCEL/EXPRESS SERVICE  
(GT&CS PAKET/EXPRESS NATIONAL) * 
 

 

 

1.  Scope of Application and Contractual Basis 

(1) These General Terms & Conditions, hereinafter referred to as “GT&C”, shall apply to agree-

ments concluded with Deutsche Post AG, DHL Paket GmbH and DHL Express Germany GmbH 

pertaining to the conveyance of parcels and express shipments, hereinafter referred to as “ship-

ments”, within Germany. Their scope of application includes specifically agreed special and aux-

iliary services, hereinafter referred to as “services”, and the redirection of parcels. Deutsche Post 

AG, DHL Paket GmbH and DHL Express Germany GmbH are hereinafter individually and collec-

tively referred to as “DHL”. 

 

(2) In addition to these GT&C, the “Services and Prices” brochure, the “Regulations for the postal 

conveyance of dangerous goods and substances”, the “Conditions for DHL Paket/DHL Express TI 

Service” as well as the “Permissible contents for domestic and international parcel items and for 

domestic express items”” apply in the versions valid at the time of handover of shipments; these 

documents are available at DHL’s offices for inspection. For Express shipments, the brochures 

“DHL Express service manual” and “DHL Express prices and transit times” shall also apply. The 

“DHL domestic and international parcel dispatch conditions” shall apply in addition for parcels. 

Furthermore, special service specifications shall apply to which general reference is made in the 

“Services and Prices” brochure, in individual agreements, or in transport documents (waybills, 

posting receipts, etc.). 

 

(3) Where not otherwise set forth – in the following order – by binding legal provisions, individual 

agreements, the special terms referred to in paragraph 2 above or these GT&C, the provisions of 

sections 407 et seq. of the German Commercial Code (HGB) on freight agreements/contracts 

shall apply. 

 

2. Conclusion of Contracts; Exclusion of Services (Prohibited Goods) 

(1) Conveyance agreements are constituted for shipments whose transportation is not excluded 

according to paragraph 2 by their handover by or on behalf of the customer (“Sender”) and their 

assumption into the care of DHL or a company commissioned by DHL (“posting” or “pickup”) in 

accordance with the provisions of these GT&C. The Sender shall declare, before the conveyance 

contract is concluded, whether the contents include the products specified in more detail in par-

agraph 2 below (“prohibited goods”). Any contrary General Terms & Conditions of the Sender are 

hereby expressly objected to. 

 

(2) The following are excluded from transport (prohibited goods): 

1. Shipments whose contents, exterior make-up, transport, storage, use or intended use vio-

lates applicable legal or public authority prohibition or approval requirements including 

provisions of foreign trade and excise tax law; these include shipments whose contents vio-

late legal provisions on the protection of intellectual property including forged or unli-

censed copies of products (counterfeiting); 

2. Shipments whose carriage require special treatment by DHL (e.g., adherence to a certain 

temperature, obtaining a public legal approval, approval or decision or notification to an au-

thority); 

3. Shipments whose content or exterior make-up have objectively the potential, during usual 

transport process and despite sufficient packaging, to injure or infect persons or cause dam-

age to property; 

4. Shipments which contain live animals or human remains; excepted invertebrates (i.e., queen 

bees and feed insects), as long as the Sender takes all the necessary precautions to ensure 

transport is safe and appropriate to the animals’ needs without requiring special treatment; 

5. Shipments whose transport is subject to legal provisions concerning dangerous goods, un-

less these are permitted under the “Regulations for the conveyance of dangerous goods and 

substances”; the regulation in section 410 of the German Commercial Code shall not be af-

fected; 

6. Shipments with an actual value of over EUR 25,000 gross; the limitations on liability accord-

ing to section 6 of these GT&C shall remain unaffected by this limit; 

7. Shipments containing cash, precious metals, jewelry, watches, gemstones, objects of art, 

antiques, unique pieces or other articles of value, valid postage stamps or other means of 

payment or securities which, in case of damage or loss, cannot be blocked, rendered worth-

less or replaced (Class II valuables) and which have a total value of over EUR 500 (gross 

price, value incl. taxes); the “List of permitted contents” contains further information; 

8. All shipments posted for delivery from the same Sender to the same recipient on the same 

day containing goods pursuant to sub-paragraph 7 above of a total value of more than EUR 

500 (gross price, value incl. taxes). 

 

(3) DHL shall not be obliged to check shipments for the presence of transport exclusions pursu-

ant to paragraph 2 above.   

 

3. Sender’s Rights and Duties to Cooperate (Obligations) 

1) The Sender’s special instructions pertaining to special treatment of his/her shipment shall be 

binding only if they are provided in the “Services and Prices” brochure or an individual agreement 

and are issued in the form specified therein. No Sender’s instructions can be issued for express 

shipments. The Sender shall have no claim to compliance with instructions he/she provides to 

DHL following handover/acceptance of the shipment into DHL’s care. 

 

(2) Termination by the Sender in accordance with section 415 of the German Commercial Code 

following the transfer of the shipment into the care of DHL shall be excluded. 

 

(3) The Sender shall be obliged to select a product of DHL or of its affiliated companies that pro-

vides the best possible insurance cover for damage incurred in case of loss, damage, or other 

improper performance. 

 

(4) The Sender shall label the shipment with complete recipient´s address details. The Sender 

shall be required – where possible and necessary – to provide complete and true details on 

his/her shipment which allow for unique identification even in case of loss or damage. The 

Sender shall, in particular, mark the shipment with a complete domestic address (in Germany) 

for himself/herself, to also ensure that the shipment can be returned if undeliverable. The Sender 

shall be required to package the good in such a manner that it is protected against partial loss 

and damage and that DHL will not incur any damage. Further details for parcels are contained in 

“Versandbedingungen DHL Paket national and international” (DHL domestic and international 

parcel dispatch conditions). 

 

4. Services Provided by DHL 

(1) DHL shall transport the shipments to their destination and there shall deliver them to the re-

cipient. DHL shall make all reasonable efforts to deliver the shipment within the time window 

according to its own quality targets (normal transit times). These internal time specifications are 

not, however, guaranteed nor do they in any way constitute part of the contract, i.e., DHL shall 

not be obliged to comply with a specific delivery period except in cases in which other arrange-

ments have been made for special products in individual agreements or in the terms specified in 

section 1, paragraph 2. It shall be at the discretion of DHL to select the type, route, and means of 

transport or to provide all services by sub-contractors (sub-contracted carriers), taking into con-

sideration the Sender’s interests. 

 

 (2) DHL shall deliver the shipment (“delivery”) to the recipient or a person authorized in writing 

to receive the shipment (“postal proxy”) and document the delivery. Shipments to recipients in 

communal facilities (e.g., prisons, communal residences, hospitals) may be delivered to a person 

appointed by the management of the facility to receive shipments. Clauses 1 and 2 of this par. 2 

shall only apply if no other arrangements have been made, such as storage at a retail outlet or 

parcel shop, redirection or delivery by deposit in an agreed location or in a DHL Packstation, with 

the recipient or person appointed to take delivery, provided the Sender has not issued any diver-

gent instructions in advance. Shipments combined with the service of delivery exclusively to the 

recipient in person and express shipments with the “EUR 25,000 transport insurance” service 

shall only be delivered to either the recipient or to a person specially authorized by him/her in 

writing to receive the shipment. Shipments combined with an identity verification service shall 

only be delivered to the recipient in person upon presentation of specific identification. The Ex-

press Brief (DHL Express Letter) without the “Addressee only”, “Delivery against signature” 

and/or “DHL Cargo insurance” services as well as parcels whose dimensions and agreed services 

(additional services) permit this may also be delivered by being placed in a device of sufficient 

capacity intended for the recipient at the point of delivery (letter box at the house), but not in a 

P.O. box.  

 

(3) DHL shall be entitled to hand over shipments which cannot be delivered in the manner de-

scribed in paragraph 2 above to a substitute recipient. This shall not apply to shipments com-

bined with the delivery exclusively to the recipient in person or an identity verification services, 

express shipments with “EUR 25,000 transport insurance” services and Express Brief (DHL Ex-

press Letter) items with “EUR 2,500 transport insurance” service. Substitute recipients shall be: 

1. Relatives of the recipient 

2. Other persons present on the recipient’s premises, and 

3. Residents in the same house or neighbors of the recipient if 
– These persons may be assumed, on the basis of the circumstances, to be authorized to 

receive the shipments. 
– DHL immediately notifies the recipient in writing or electronically (e.g., by notification 

card or e-mail) of the shipments and the substitute recipient (name and address of the 

resident or neighbor) by placing such notification in the recipient’s receptacle (letter 

box, e-mail box, etc.), and 

– the Sender – where permitted – has not issued instructions to the contrary and the re-

cipient has not prohibited DHL in writing to affect such delivery. 

 

* This is a translation of the „Allgemeine Geschäftsbedingungen DHL PAKET/EXPRESS NATIONAL (AGB PAKET/ EXPRESS NATIONAL)” in its version as of April 1, 2022, in German 
language. This translation is for convenience only. The only binding version in case of any dispute, lack of clarity or divergence is the version in German language. 
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(4) DHL shall keep shipments which were not delivered according to paragraphs 2 and 3 above 

for pickup by the recipient or a postal proxy at a retail outlet/parcel shop, DHL Packstation or 

another suitable facility for a period of seven working days (incl. Saturdays) from the day follow-

ing the day of the first delivery attempt. This shall also apply in cases in which DHL cannot rea-

sonably be expected to make the delivery as a result of extraordinary circumstances, of excessive 

difficulties or of special hazards at the point of delivery. 

 

(5) For documentation of delivery DHL may employ electronic devices. These devices may be 

used to document the printed name of the recipient or the person authorized to receive in com-

bination with either (i) his digitized signature or other identification (e.g., PIN, barcode) or (ii) the 

digitized signature of any vicarious agent of DHL involved in the delivery process. 

 

(6) DHL shall transport undeliverable shipments back to the Sender at an address in Germany, 

except where this is precluded by the terms listed in section 1, paragraph 2, for the product in 

question; the Sender shall not be entitled to shipments being transported (returned) to an ad-

dress abroad. Shipments shall be considered undeliverable in cases in which no person author-

ized to receive post within the meaning of paragraphs 2 and 3 above is present and the period of 

pickup has elapsed without result, the recipient or the person authorized to receive post has re-

fused to take delivery of the shipment or the recipient cannot be determined. Refusal to take de-

livery of a shipment shall also be considered to include hindrance of delivery through actions ap-

plied to an existing delivery receptacle (e.g., sealing the letterbox or parcel box shut or prohibiting 

insertion), the refusal to pay due charges applied, the cash-on-delivery amount, or the refusal to 

issue a required confirmation of receipt. 

 

(7) If, following a return transport, an undeliverable shipment cannot be returned to the Sender 

in the manner set forth for delivery in paragraphs 2 to 5 above, DHL shall be entitled to open it. If 

the Sender or other authorized person can still not be deter-mined or if delivery or return of the 

shipment is not possible or reasonable for any other reason, DHL shall be entitled to exploit the 

shipment in accordance with the legal provisions following a set period. DHL may exploit ship-

ments immediately in accordance with the legal provisions if the recipient and the Sender refuse 

to accept or take back the shipment. Goods that cannot be exploited, or perishable goods, or ship-

ments as per section 2, paragraph 2, sub-paragraphs 2 and 4, may be destroyed immediately by 

DHL. 

 

5. Charges (Freight and other Costs of Transport); Payment Terms 

(1) The Sender shall be required to pay for each service the relevant charge listed in the “Services 

and Prices” brochure in advance, at the latest at handover of the shipment (franking), unless the 

conditions mentioned in section 1 paragraph 2 or individual agreements contain special payment 

modalities. The charges for express shipments are calculated on the basis of the actual weight or 

the volumetric weight per item, depending on which is higher. The volumetric weight shall be 

calculated on the basis of the appropriate current IATA provisions. Unless expressly specified 

otherwise, the charges are net prices on which the Sender shall additionally pay the statutory 

amount of VAT (where applicable).  

 

(2) The Sender shall reimburse DHL for costs exceeding the agreed charges, as far as these were 

made for the shipment and DHL was permitted to consider them necessary in the circumstances 

(section 420 paragraph 1 HGB). The Sender shall also reimburse DHL. This can include in partic-

ular the costs for storing or returning his/her shipment as per section 4, paragraph 6 and 7. All 

these costs shall be due immediately upon request. 

 

(3) In cases involving non-fully paid shipments, the recipient may pay the due transport charges 

plus a collection fee as well as any other charges due with regard to the shipment on behalf of 

the Sender, thereby releasing the Sender of his/her payment responsibilities (additional charge). 

If the recipient refuses to pay the out-standing costs in full, this shall be deemed a refusal to ac-

cept delivery; the Sender shall remain obligated to pay the costs. 

 

6. Liability 

(1) Without regard to the limitations on liability set forth below, DHL shall be liable for damage 

caused by an action or omission by itself, one of its employees or another vicarious agent, i.e., the 

person engaged by it to perform its contractual obligations and for whom it is vicariously liable 

(section 428 of the German Commercial Code), either done with the intent to cause such damage 

or recklessly and with knowledge that damage would probably result. In cases of damage result-

ing from the conduct of its employees or vicarious agents, this shall only apply insofar as such 

persons have acted within the performance of their duties. DHL shall, on an unlimited basis, be 

liable for damage resulting from injury to life, body, or health which is due to a negligent breach 

of duty on the part of DHL or a willful or negligent breach of duty on the part of one of its statutory 

representatives or vicarious agents. 

 

 (2) Otherwise, DHL shall be liable for loss of and damage to shipments whose transportation is 

not excluded according to section 2, paragraph 2, and for the culpable and improper fulfillment 

of other obligations only to the extent of the direct damage typical of the contract and only up to 

the statutory maximum amounts of liability. Compensation for all further damage shall be ex-

cluded; sections 430 and 432 of the German Commercial Code (HGB) shall remain unaffected. 

This applies regardless of whether DHL was notified of the risk of such damage before or after 

accepting the shipment, as certain risks can be insured by the Sender. DHL shall be released from 

liability in cases in which the damage is due to circumstances it was unable to avoid even with 

the utmost care and whose consequences it was unable to prevent (e.g., strike and force 

majeure). Cases involving            

  

division of damage and special reasons for exclusion of liability, as set forth in section 425, para-

graph 2, and section 427 of the German Commercial Code, as well as any other cases of statutory 

limitations or exclusions of liability, shall remain unaffected.  

 

 (3) In case of loss, damage, or the culpable breach of other contractual duties with regard to 

shipments that are not excluded as prohibited goods, DHL shall not invoke the statutory limits on 

liability if the damage amounts to no more than EUR 500. If DHL fails to meet the delivery period 

or a specific delivery deadline, its liability for exceeding the delivery period or deviating from the 

delivery deadline shall be limited to the triple amount of the freight (triple charge) provided that 

compliance with such a delivery period or deadline is due. In case of errors in the collection or 

transfer of the cash-on-delivery amount, DHL’s liability for the “Cash-on-delivery” service shall 

be limited to the cash-on-delivery amount. DHL’s liability for any breach in performance of other 

(additional) services shall be limited to the additional charge. 

 

(4) A shipment shall be considered lost if it has not been delivered to the recipient within 20 cal-

endar days after posting and its whereabouts cannot be determined. In derogation of section 

424, paragraph 3, of the German Commercial Code, DHL may demand reimbursement of com-

pensation for damage paid by it pursuant to paragraphs 1 and 2 above. 

 

(5) The Sender’s liability, especially his/her liability pursuant to section 414 of the German Com-

mercial Code, shall remain unaffected. The Sender shall be held liable in particular for damage 

resulting to DHL or third parties caused by the dispatch of prohibited goods or by the breach of 

his/her obligations pursuant to section 3. If the Sender is a consumer, fault is required for his/her 

liability. 

 

7. Insurance 

(1) When arranging the “EUR 2,500 transport insurance” or the “EUR 25,000 trans-port insur-

ance” or the “DHL Domestic transport insurance” and upon payment of the relevant additional 

charge, DHL shall take out a transport insurance policy to the benefit of and at the expense of the 

Sender. This insurance safeguards the Sender’s interests in every shipment whose transporta-

tion is not excluded according to section 2, paragraph 2, of these GT&C against the risks of loss 

and damage, and provides, on a first risk basis, insurance coverage up to the agreed insured 

amount per shipment.  

 

(2) Parcels combined with “Transport insurance 2,500 EUR” or “Transport insurance 25,000 

EUR” services shall exclusively be handed over in DHL retail outlets or parcel shops upon confir-

mation of postage but not in other facilities like DHL Packstation or parcel box. As an exception, 

the handover of parcels combined with the “Transport insurance 2,500 EUR” service shall also 

be permitted when parcels are picked up or when they are collected by the postman, provided 

each individual insured parcel is handed over by the Sender in person and in a specially docu-

mented manner to ensure precise evidence and treatment compliant to regulations. 

 

(3) The following in particular shall be excluded from the scope of such insurance cover:  

1. damage to shipments which, pursuant to section 2, paragraph 2, contain prohibited goods; 

2. damage which was caused by missing or defective packaging or by intentional bringing 

about of the damage by the Sender. 

3. damage to shipments that, contrary to the obligation as stipulated in paragraph 2, have not 

been handed over at DHL retail outlets or parcel shops, or handed over personally, respec-

tively. 

 

(4) The details of the transport insurance are covered in the ““Conditions for DHL Paket/DHL Ex-

press TI Service”. 

 

8. Other Provisions 

(1) The Sender may neither assign nor pledge claims against DHL; excepted from this shall be 

monetary claims. 

  

(2) With respect to claims of DHL, offsetting or retention is only permitted with due counter-

claims that are undisputed, legally established or ready for decision or based on defects in the 

underlying service. 

 

(3) DHL has the right to collect, store, and process data provided by the Sender or recipient 

and/or required in the context of its services. DHL also has the right to notify courts and public 

authorities of data within the legally defined scope. DHL shall maintain postal secrecy and data 

protection in accordance with the applicable statutory provisions. 

 

(4) The sole place of jurisdiction for legal disputes with merchants, legal entities under public 

law, or special funds under public law resulting from contracts subject to these GT&C shall be 

Bonn. German law shall apply. 

 

(5) General Information according to Section 36 of the German Act on Alternative Dispute Reso-

lution in Consumer Matters (VSBG): DHL is obliged to participate in dispute resolution proce-

dures before a consumer arbitration board. Senders who post items as consumers under stand-

ard terms and conditions (GTC) and their recipients, if they are also consumers, may call upon the 

consumer arbitration board to settle disputes regarding rights and obligations in the event of 

loss, theft or dam-age to shipments or the infringement of their own rights to which they are 

entitled on the basis of a statutory order pursuant to Section 18 of the Postal Act (PostG) if it has 

not been possible to reach an agreement with DHL. 

 

The responsible consumer arbitration board is the 

Schlichtungsstelle Post (Referat 318) 

Bundesnetzagentur für Elektrizität, Gas, Telekommunikation, Post und Eisenbahnen  

Tulpenfeld 4, 53113 Bonn 

www.bundesnetzagentur.de/post-schlichtungsstelle 

 

Date: Legal content as of April 2022 

 

* This is a translation of the „Allgemeine Geschäftsbedingungen DHL PAKET/EXPRESS NATIONAL (AGB PAKET/ EXPRESS NATIONAL)” in its version as of April 1, 2022, in German 
language. This translation is for convenience only. The only binding version in case of any dispute, lack of clarity or divergence is the version in German language. 


