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VM3COP20.36 Royal Mail Shipment and Franking Claims 
 

Shipment Claims 
 
No claims can be made for goods sent using an untracked service. 
 
To make a claim, visit https://business.help.royalmail.com and click on the ‘Complaints & Claims’ button. 
 

 
 
 
 
This will open a drop down menu, click on the ‘Claim for lost, 
damaged or delayed mail’ link. 
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This will open another menu, click ‘How to make a claim – business account customers’. 
 

 
 
 
 
 
Follow the instructions and download the most recent 
form. There are separate forms for Inland deliveries 
and International deliveries. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Inland forms are to be emailed with all evidence to: business.claims@royalmail.com 
International forms are to be emailed with all evidence to:  international.enquiry@royalmail.com 
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Evidence required: 

• Full details of the sender and recipient 

• Service used (e.g. 1st Class, 2nd Class, Special Delivery Guaranteed) 

• Date and location of posting 

• Proof of posting and (where relevant) proof of value/cost price – these should be uploaded with your 

claim 

 
All claims must be made within 80 calendar days of posting 
 
Service Compensation Available Timescale 
Royal Mail Tracked Compensation based on actual loss (or cost to 

repair in the case of damage), where evidence of 
posting and value are provided, up to the 
maximum of £100 or the market value whichever 
is the lower of these. 
 
No compensation for consequential loss.  

10 working days must have 
passed since the item was due 
to be delivered. (Monday to 
Saturday, excludes public 
holidays). Allow 30 days for 
Royal Mail to investigate. 

Special Delivery 
Guaranteed by 9am/1pm 

Compensation based on actual loss (or cost to 
repair in the case of damage), where evidence of 
posting and value are provided, up to the 
maximum of £750 or the market value whichever 
is the lower of these. Enhanced compensation is 
available at the time of purchase for £1000 or 
£2500* at an additional cost.  
 
We will also refund the Special Delivery 
Guaranteed fee if your item arrives later than the 
due delivery time. 
 
No compensation for consequential loss unless 
consequential loss cover purchased. 

Claims for Special Delivery 
Guaranteed fee refunds, for 
items delivered after the 
specified delivery time must be 
made within 14 days of posting. 
Allow 30 days for Royal Mail to 
investigate. 

International Tracked & 
International Tracked and 
Signed 

Compensation based on actual loss (or cost to 
repair in the case of damage), where evidence of 
posting and value are provided, up to the 
maximum of £100 or the market value whichever 
is the lower. Enhanced compensation up to £300 
is available at the time of purchase at an 
additional cost. 
 
No compensation for consequential loss. 

20 working days (for items 
posted to Europe) or 25 
working days (for items posted 
to the rest of the world) must 
have passed since the item was 
due to be delivered. All claims 
must be submitted within 6 
months of posting the item. 
Allow 90 days for Royal Mail to 
investigate. 
 

International Signed Compensation based on actual loss (or cost to 
repair in the case of damage), where evidence of 
posting and value are provided, up to the 
maximum of £50 or the market value whichever is 
the lower. Enhanced compensation up to £250 is 
available at the time of purchase at an additional 
cost. 
 
No compensation for consequential loss. 

20 working days (for items 
posted to Europe) or 25 
working days (for items posted 
to the rest of the world) must 
have passed since the item was 
due to be delivered. All claims 
must be submitted within 6 
months of posting the item. 
Allow 90 days for Royal Mail to 
investigate. 
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Actual loss is what the item cost you to acquire, purchase or manufacture (or repair in the case of 
damage). 
 
*Compensation arrangements for these services are included in the United Kingdom and Overseas Post 
Schemes. 
**Royal Mail will not pay for loss or damage to any single item where the total value of the contents is 
more than £2,500.  
 

Franking Claims 
 
If you have paid too much postage, don’t post the items. Remove the contents and start again 
with a new envelope/packing bag. Send any unused franked envelopes (the whole envelope) or 
franked labels to the address below. 
 
The total claim must be for at least £10.00.  
 
All the impressions must be clear and readable and made within six months of the date.  
 
Royal Mail Franking  
Stone Hill Road  
Farnworth 
Bolton 
BL4 9XX  
 
A refund will be received by cheque for the value of the unused impressions minus a 15% 
administration fee.  
 
For further information, visit: https://business.help.royalmail.com/app/answers/detail/a_id/973 


