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Customer complaints: How to
fix delivery problems
Step-by-step advice for sellers on what to do if a customer complains about a parcel
damaged or delayed by a courier or other delivery service. Plus pick up tips on how to
reduce this risk.

What you must do
It’s a common problem. You use a delivery service to ship a product to a customer. It’s
in good condition when you pack it. But once it arrives, the customer says it’s been
damaged in transit.

What to do?

As a seller, it’s your responsibility under the Consumer Guarantees Act to make sure
deliveries arrive in good condition and at the agreed time. But this extra step between
seller and buyer increases the risk of damage.

In a 2016 survey, Consumer Protection found 55 per cent of New Zealanders
experienced a problem with a product or service in the past two years — 20 per cent
said their most recent problem was the delay or non-delivery of a product or service.

Consumer problems caused by suppliers (external link)
(https://www.consumerprotection.govt.nz/guidance-for-businesses/solving-problems-
with-suppliers/consumer-problems-caused-by-suppliers/) — Consumer Protection

Steps to follow 

Here’s what to do if a customer makes this complaint.

1. Don’t tell your customer to take it up with the delivery company — they came to
you, so you have to deal with it.

2. Ask the customer to describe and/or show you the damage. Check other details,
eg any damage to packaging, where the parcel was left.

3. Check if the product was in acceptable condition when packed, and if it was
properly packaged.

4. Ask the delivery company if anything went wrong.
5. If it is a valid complaint, offer your customer a replacement or refund.
6. Make your own complaint to the delivery company — or your insurance

company — so you’re not left out of pocket. If this proves tricky, you may be able
to make a claim against the delivery company under the Contract and
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Commercial Law Act, which has replaced the Carriage of Goods Act.

Providing remedies for faulty products (external link)
(https://www.consumerprotection.govt.nz/guidance-for-businesses/customer-returns-
and-complaints/providing-remedies-for-faulty-products/) — Consumer Protection

Contract and Commercial Law Act

You may be able to claim compensation under this Act if deliveries to your customers
are damaged or delayed by your courier or other delivery service — but it does not
apply to postal services.

It’s a good idea to have a written contract with your delivery service. Together you
must discuss and agree terms for when — or if — compensation will be paid for
damaged or delayed packages. If you don’t have a written contract, you can still ask
for compensation.

The Act does not apply for:

damage due to a product fault
damage due to inadequate packaging
parcel seized from the delivery service by the Police or NZ Customs.

Contract and Commercial Law Act (/risks-and-operations/dealing-with-customer-
complaints/understanding-consumer-laws/#e7455)

Note: The Contract and Commercial Law Act came into effect on 1 September 2017.
 It covers rules previously in a number of Acts,  including the Carriage of Goods Act.

Reducing risk of complaints (/risks-and-operations/dealing-with-customer-
complaints/reducing-risk-of-complaints/)

How to reduce this risk
1. Test different packaging methods and materials. The aim is to minimise

breakages without spending a fortune on packaging.
2. If you or your workers do the deliveries, check how vehicles are loaded as well

as the delivery itself.
3. If you use a delivery service, check their terms and conditions. Make sure you

know who is liable for any breakages.
4. It’s a good idea to forge strong relationships with your delivery service. If

something goes wrong, they should want to take steps to prevent it happening
again — otherwise they risk losing your business.

Case study: Fixing a broken delivery process (/risks-and-operations/dealing-with-
customer-complaints/reducing-risk-of-complaints/#e7507)
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Useful tips and templates
Use our new templates so you, your staff and your customers know how complaints
will be handled. You can print these out or edit the PDFs on your computer or
smartphone.

Complaint record form [PDF, 929 KB] (/assets/Uploads/Documents/BG-Complaint-
record-template.pdf)

Complaints process checklist [PDF, 563 KB] (/assets/Uploads/Documents/BG-
Complaint-process-checklist.pdf)

Our new section on customer complaints is packed with advice on what to do if
someone complains in person or on social media — and when it’s OK to turn down a
complaint.

You’ll also find tips on:

fair returns policies
training staff to handle complaints
clear and legally safe contracts or sales agreements
analysing complaints data
privacy rules.

When customers complain (/risks-and-operations/dealing-with-customer-
complaints/when-customers-complain/)

What you must do for customers

This guide shows you and any staff the requirements products or services must meet
— if not, you must give a remedy.

See what's involved
(/risks-and-operations/dealing-with-customer-complaints/reducing-risk-of-
complaints/#e7499)

Quiz: Can my customer return it?

From broken deliveries to spilled drinks, this quiz covers when to give a refund, repair
or replacement — and when not to. 

Start the quiz
(/risks-and-operations/dealing-with-customer-complaints/fair-returns-and-complaints-
policies/#e7522)

How useful did you find this article?
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What to put in sales agreements

(/risks-and-operations/dealing-with-customer-complaints/what-you-need-to-tell-
customers/#e7542)

Contact details — check. Fair terms and conditions — check. What else is needed
and what’s OK to leave out?

(/risks-and-operations/dealing-with-customer-complaints/what-you-need-to-tell-
customers/#e7542)
Check out our list
(/risks-and-operations/dealing-with-customer-complaints/what-you-need-to-tell-
customers/#e7542)

Fair returns policies

(/risks-and-operations/dealing-with-customer-complaints/fair-returns-and-complaints-
policies/)

These show you offer good customer service — and help you handle any complaints
promptly and fairly.

(/risks-and-operations/dealing-with-customer-complaints/fair-returns-and-complaints-
policies/)
Get tooled up
(/risks-and-operations/dealing-with-customer-complaints/fair-returns-and-complaints-
policies/)
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Understanding consumer laws

(/risks-and-operations/dealing-with-customer-complaints/understanding-consumer-
laws/)

Rules on selling and advertising to customers, and dealing with complaints. Plus
extra rules for certain industries

(/risks-and-operations/dealing-with-customer-complaints/understanding-consumer-
laws/)
Dos and don'ts
(/risks-and-operations/dealing-with-customer-complaints/understanding-consumer-
laws/)

Handling social media complaints

(/risks-and-operations/dealing-with-customer-complaints/reducing-risk-of-
complaints/#e7509)

Someone posts a bad review online. How best to handle this? Short answer: don’t
just delete it. Here’s what to do.

(/risks-and-operations/dealing-with-customer-complaints/reducing-risk-of-
complaints/#e7509)
Step-by-step guide
(/risks-and-operations/dealing-with-customer-complaints/reducing-risk-of-
complaints/#e7509)
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