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IMPORTANT. Mail It On is a limited and optional recovery service for an Item surrendered to Airport Security because it cannot pass through the 
security checkpoint. Airport Security is independent of us. A leaflet, Mail It On Reference or website request is not proof that we received the Item. 
We have no responsibility for an Item that we did not receive. If liability for loss of or damage to an Item in our care is established, the standard 
maximum is the lower of its reasonable second-hand value and £50 in total for each Mail It On Reference. The £50 figure is a maximum limit, not 
an automatic payment. Please read clauses 4, 10 and 11. 

1. THESE TERMS 

1.1. What these terms cover. These are the terms on which 
we provide the Mail It On service and on which we may 
identify, safeguard, store, release or arrange shipment of 
an Item. They apply together with any Shipping Terms 
identified in your quotation. 

1.2. Why you should read these terms. Please read them 
before submitting a request and again before accepting a 
quotation. They explain the limited nature of Mail It On, 
how long Items are retained, when our responsibility can 
begin, the standard £50 maximum and what to do if there 
is a problem. 

1.3. Acceptance and definitions. When you submit the 
website request and tick the acceptance box, you agree 
that these terms govern our search for and handling of the 
Item, including any handling before a paid order is 
accepted. In these terms: 

1.3.1. Airport Security means the airport operator, its 
security contractor and their officers. They are 
independent of us and are not our employees, 
agents or subcontractors; 

1.3.2. Courier Collection means the point at which a 
third-party courier physically takes possession of the 
packaged Item from us. A collection booking, 
shipping label, dispatch email or tracking number is 
not Courier Collection; 

1.3.3. Item means every article placed in the same bag or 
package under one Mail It On Reference; 

1.3.4. Mail It On Reference means the unique reference 
shown on the leaflet or label issued at the security 
checkpoint; 

1.3.5. Received means physically collected by our staff 
from the designated Mail It On receptacle or 
accepted by our staff by direct handover from 
Airport Security. We will normally register it 
promptly, but a reference, website 
acknowledgement or quotation request is not 
confirmation that it has been Received; 

1.3.6. Security Date means the date on which Airport 
Security determined that the Item could not pass 
through the security checkpoint, as shown by the 
leaflet, your request or relevant records; and 

1.3.7. Retention End Date means the end of the 30th day 
after the Security Date. If the Security Date cannot 
reasonably be established, it means the end of the 
30th day after the date on which we first register the 
Item. 

2. INFORMATION ABOUT US 

2.1. Who we are. Luggage-Point is a trading name used by 
Luggage-Point UKENA Limited (company number 
08240052), Luggage-Point (BHX) Limited (company 
number 08977917) and Luggage-Point (EDI) Limited 
(company number 09168117). The Luggage-Point 
company identified in your quotation or order confirmation 
is the company contracting with you. If no company is 
identified, your contract is with Luggage-Point UKENA 
Limited. The registered office is Ground Floor Unit 39B, 
Colbourne Crescent, Nelson Park Industrial Estate, 
Cramlington, Northumberland, England NE23 1WB. The 
registered VAT number is 199254265. 

2.2. How to contact us. You can contact us by telephone on 
+44 (0)330 223 0893 between 09:00 and 17:00 Monday 
to Friday, excluding bank and public holidays in England, 
by email at info@luggage-point.co.uk or by writing to the 
registered office. 

2.3. How we may contact you. We may contact you by 
telephone, email or post using the details supplied in your 

request or order. You must tell us promptly if those details 
change. 

2.4. "Writing" includes emails. When we use the words 
writing or written, this includes email. 

3. OUR CONTRACT WITH YOU 

3.1. A request is not an order. Submitting the website form 
asks us to search for the Item and provide a quotation. It 
does not confirm that we have Received the Item, 
accepted an order or agreed to provide storage, collection 
or shipping. An automated acknowledgement is not 
acceptance. 

3.2. A reference number is not proof of receipt. The Mail It 
On Reference is created or issued by Airport Security. It 
helps identify the Item but does not prove that Airport 
Security placed it in the designated receptacle, that it 
remained there or that we Received it. 

3.3. How we accept your order. A contract for the paid 
service comes into existence only after we have 
confirmed in writing that the Item has been Received and 
is available and: 

3.3.1. for shipping, you accept our written quotation and 
we accept your payment; or 

3.3.2. for storage or collection, we confirm the booking 
in writing and accept any payment required in 
advance. 

3.4. If we cannot accept your order. If the Item has not been 
Received, is no longer available, cannot lawfully or safely 
be handled, or we cannot provide the requested service, 
we will tell you as soon as reasonably possible. We will 
not charge for a service that we have not accepted. If 
payment has been taken in error, we will refund it. 

3.5. How long our written quotation lasts. Unless it states 
otherwise, a quotation is valid for three days from issue. A 
quotation, reminder or payment link does not reserve the 
Item or extend the Retention End Date. 

3.6. Which terms apply. The version of these terms accepted 
when you submit the request, together with any Shipping 
Terms presented with your quotation, forms part of the 
contract. You should retain copies for your records. 

4. OUR OBLIGATIONS 

4.1. The nature of Mail It On. You are responsible for 
complying with airline, airport and security restrictions 
before travel. Mail It On is available only after Airport 
Security has determined that an Item cannot pass through 
the security checkpoint or be carried in cabin baggage. 
The Item may otherwise be surrendered, confiscated or 
destroyed. Mail It On provides an opportunity to recover it; 
it does not reverse or control Airport Security's decision. 

4.2. Surrender to Airport Security. When Airport Security 
determines that an Item cannot pass through the 
checkpoint, you surrender physical possession of it to 
Airport Security. You authorise Airport Security to retain, 
destroy or, where it chooses, place it into the Mail It On 
process. Airport Security is independent of us and does 
not receive the Item as our agent. 

4.3. No guarantee before Receipt. Not every Item given a 
Mail It On Reference reaches us. We do not accept 
responsibility for an Item that has not been Received by 
us, except to the extent that the law provides otherwise 
because the Item was already in our possession or 
control. 

4.4. What we agree to do. If the Item is Received and we 
accept your order, we will use reasonable care and skill to 
provide the agreed storage, collection or shipping 
arrangement. 

4.5. Not every Item can be recovered or shipped. Storage 
and shipping remain subject to safety, legal, airport, 
customs and courier restrictions. We do not guarantee 
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that every Item can be located, retained, released or 
shipped. 

5. YOUR RIGHTS TO END THE CONTRACT 

5.1. Your statutory cancellation right. Where the contract is 
made at a distance and the law gives you a right to 
cancel, you may cancel within 14 days after the contract 
is made. You may use the model cancellation form at the 
end of these terms, but you do not have to use it. 

5.2. Request for immediate performance. Because the Item 
is retained only until the Retention End Date, we may ask 
you expressly to request that the paid service begins 
during the 14-day cancellation period. Temporarily 
safeguarding an Item while we consider your request 
does not itself mean that the paid service has begun. 

5.3. When the right may be lost. If the service is fully 
performed during the cancellation period after your 
express request and your acknowledgement that the right 
will be lost on full performance, you will no longer have 
the right to cancel that completed service. 

5.4. Payment for work already performed. If you cancel 
after expressly requesting that the service begin, you 
must pay a proportionate amount for the service supplied 
up to cancellation, as permitted by law. We will refund any 
balance due. 

5.5. Effect on the Item. Cancellation does not extend the 
Retention End Date, reverse a Courier Collection that has 
already occurred or require us to retain an Item after we 
are lawfully entitled to dispose of it. You must make a 
permitted alternative arrangement before the Retention 
End Date. 

6. OUR RIGHTS TO END THE CONTRACT 

When we may refuse, suspend or end the service. We may 
do so where: 

6.1. the Item has not been Received, is no longer available, 
cannot be identified or does not correspond reasonably 
with the information supplied; 

6.2. the Item is prohibited, restricted, unsafe, leaking, unlawful 
or unsuitable for storage or shipping; 

6.3. you do not provide information, evidence, instructions or 
payment reasonably required to provide the service; 

6.4. Airport Security, the airport operator, customs or a 
courier requires us to refuse, surrender, return, destroy 
or stop handling the Item; or 

6.5. an event outside our reasonable control prevents us 
from providing the service safely or lawfully. 

Refunds when we end the service. We will refund sums paid 
for services not supplied, less any amount that the law permits 
us to retain for work already performed or reasonable costs 
caused by inaccurate information or instructions supplied by 
you. 

7. PROVIDING OUR MAIL IT ON SERVICE 

7.1. Information we require. You must provide complete and 
accurate information reasonably required to locate, 
identify, store, release or ship the Item, including your 
name, contact details, airport, Security Date, Mail It On 
Reference, detailed description, destination address 
where applicable, contents and declared value. 

7.2. Ownership and authority. You confirm that you own the 
Item or are authorised by its owner to make the request. 
We may require satisfactory evidence of ownership, 
authority and identity before accepting an order, releasing 
the Item or considering a claim. 

7.3. How long we keep your Item. Unless we agree 
otherwise in writing, we retain an Item only until the 
Retention End Date. The 30-day period runs from the 
Security Date, not from your enquiry, quotation, payment 
or our Receipt of the Item. A search, reminder, continued 
correspondence, quotation, payment link or attempted 
payment does not extend that period. 

7.4. Unclaimed Items. If the Item has not been collected or 
accepted for shipping by the Retention End Date, you 
authorise us, so far as the law permits and after any 
notice required by law, to donate, recycle, destroy, sell, 

auction or otherwise dispose of it. Any sale or auction will 
be conducted subject to applicable law, including any 
obligation to account for net proceeds. We are not 
required to seek a return from an Item that has no 
reasonably realisable value or cannot safely or lawfully be 
sold. 

7.5. How we store your Item. We may store it in any secure 
location and manner that we reasonably consider 
suitable, including transfer between secure Luggage-Point 
locations or to an airport operator or successor under 
clause 13.1. 

7.6. Prohibited, restricted and unsuitable Items. An Item 
being prohibited from cabin baggage does not by itself 
make it suitable for Mail It On. We do not accept anything 
that is unlawful or unsafe for us to possess or store, or 
that is excluded by our current Mail It On or courier 
restrictions. Certain Items, including snow globes, may be 
excluded even if Airport Security issued a reference. 

7.7. Immediate safety action. We may isolate, surrender or 
destroy an Item without prior notice where we reasonably 
believe it is leaking, perishable, contaminated, hazardous, 
unlawful, poses a health or safety risk, or must be dealt 
with urgently under an airport, security, customs or legal 
requirement. 

7.8. Inspection and records. We and authorised airport or 
courier personnel may inspect, scan, open, photograph, 
measure, weigh and repackage an Item where reasonably 
required for identification, safety, storage, customs, 
collection or shipping. Our records are not a warranty of 
the Item's contents, ownership, authenticity, condition or 
value. 

7.9. Multiple articles. All articles placed under one Mail It On 
Reference are treated as one Item and one service order. 
You must identify each article when requested. The 
standard liability limit in clause 11 applies in total to the 
whole Mail It On Reference, not separately to each article. 

8. COLLECTION OF YOUR ITEM 

8.1. Collection by you. Collection must be arranged in writing 
and in advance and completed during the operating hours 
confirmed by us. You must present the Mail It On 
Reference, acceptable photographic identification and pay 
any outstanding charge. 

8.2. Collection by another person. A nominee must present 
acceptable photographic identification and the written 
authority and identification evidence we reasonably 
request from the owner. We may refuse release if we are 
not reasonably satisfied about identity, ownership or 
authority. 

8.3. Missing leaflet or reference. If you cannot present the 
leaflet or reference, we may require additional evidence 
and are not obliged to release an Item unless we are 
reasonably satisfied that you are entitled to it. 

8.4. Sending your Item by third-party courier. If you choose 
shipping, the Shipping Terms provided with or linked from 
the quotation also apply. These terms govern the Item 
until Courier Collection. The Shipping Terms govern 
carriage after Courier Collection. If we package an Item 
as part of Mail It On, any provision in the general Shipping 
Terms stating that you physically packed the parcel does 
not apply; you remain responsible for accurately declaring 
the contents and value. 

8.5. What counts as dispatch. A collection booking, shipping 
label, dispatch email or tracking number may be created 
before the courier has the Item. Courier Collection occurs 
only when the courier physically takes possession. Where 
available, a courier scan, manifest or equivalent record 
will evidence that handover. 

8.6. Address, customs and charges. You are responsible for 
supplying and checking a complete and accurate delivery 
address, recipient contact details, contents description, 
value and customs information. You are responsible for 
customs charges, duties, taxes and reasonable costs 
caused by inaccurate information, a failed delivery or 
return. 
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8.7. Carrier compensation cover. Any standard or additional 
carrier compensation cover applies only to the extent 
stated in the quotation and Shipping Terms and may be 
subject to exclusions, evidence requirements and a 
maximum amount. If you decline or do not select 
additional cover, transit compensation will be limited to 
the standard cover, if any, included with the selected 
service. 

9. PRICE AND PAYMENT 

9.1. Where to find the price. The total consumer price, 
including VAT, will be stated in the written quotation or 
booking confirmation. It may separately show the service 
fee, packaging, courier charge, customs administration, 
carrier compensation cover and VAT. 

9.2. When and how you must pay. Unless the quotation 
says that payment may be made on collection, full 
payment is required before we begin the paid service. No 
order is accepted merely because a payment link has 
been issued. 

9.3. Payment after expiry. Payment does not revive an 
expired request, reserve an Item or extend the Retention 
End Date. If payment is accepted after the Item is no 
longer available or after we can no longer provide the 
service, we will refund it. 

9.4. Additional costs. You must pay reasonable additional 
costs caused by inaccurate or incomplete information 
supplied by you, customs or tax requirements, a failed 
delivery, a returned parcel, storage after return or a 
change requested after booking, where those costs were 
explained or reasonably foreseeable. 

10. OUR RESPONSIBILITY TO YOU 

10.1. We are responsible for direct and foreseeable loss and 
damage caused by us. If we fail to comply with these terms 
or to use reasonable care and skill, we are responsible, 
subject to clauses 10.2 to 10.7 and 11, for direct loss or 
damage caused by that failure which was reasonably 
foreseeable when the contract was made. 

10.2. Liability we do not exclude. Nothing in these terms 
excludes or limits liability where it would be unlawful to do so. 
This includes liability for death or personal injury caused by 
negligence, fraud or fraudulent misrepresentation, and your 
statutory rights to an appropriate refund or price reduction for 
the service. 

10.3. Before Receipt and after Courier Collection. Subject to 
clause 10.2, we are not responsible for Airport Security's acts 
or omissions or for an Item that has not been Received by us. 
The issue of a leaflet or Mail It On Reference does not create 
responsibility on our part. Liability for loss or damage in 
transit after Courier Collection is governed by the selected 
service, the Shipping Terms and applicable carrier 
compensation cover. 

10.4. Pre-existing condition and inherent risks. We are not 
responsible for pre-existing damage, wear, deterioration, 
leakage, inadequate original packaging, inherent defect, 
perishability, electrical or mechanical failure not caused by 
us, or damage that could not reasonably have been avoided 
by exercising reasonable care and skill. 

10.5. Information and prohibited Items. We are not responsible 
for loss, delay, return, seizure, customs action or additional 
cost caused by incomplete or inaccurate information supplied 
by you, your failure to disclose contents or value, or the Item 
being prohibited, restricted or unlawful, except to the extent 
caused by our own breach. 

10.6. Indirect and consequential loss. Subject to clause 10.2, we 
are not responsible for indirect or consequential loss, 
including loss of use or enjoyment, inconvenience, distress, 
wasted time or additional travel, accommodation or work 
costs. 

10.7. We are not liable for business losses. Mail It On is 
provided for domestic and private use. If you use it for a 
commercial, business or resale purpose, we are not 
responsible for loss of profit, business, revenue, opportunity, 
goodwill or business interruption. 

11. IF THERE IS A PROBLEM 

11.1. How to tell us about problems. Please contact us using 
clause 2.2 without undue delay after becoming aware of 
loss, damage or another problem and, where reasonably 

possible, within 3 days. Failure to notify us within 3 days 
does not extinguish your statutory rights, but may affect 
our ability to investigate and any loss that could 
reasonably have been avoided by earlier notice. 

11.2. What must be established. We are not liable merely 
because Airport Security issued a Mail It On Reference or 
because an Item cannot subsequently be located. You 
must provide evidence capable of establishing that we 
Received the Item and that it was lost or damaged while 
in our possession or control. A Mail It On Reference alone 
is not proof of Receipt. Liability arises only to the extent 
that the loss or damage was caused by our failure to 
comply with these terms or to exercise reasonable care 
and skill. 

11.3. Proof of ownership and value. We may require 
satisfactory evidence of identity, ownership, authority, the 
Item's description, purchase date, age, condition and 
value, together with the Mail It On Reference, quotation, 
payment record, photographs, serial number, proof of 
purchase, order confirmation, bank or card record and 
other relevant evidence. Proof of purchase alone does not 
prove that the surrendered Item was the same item or that 
it retained its original value. 

11.4. The standard £50 maximum. Subject to clauses 10.2 
and 11.5, where liability is established, compensation for 
loss of or damage to the Item itself while it is in our care 
before Courier Collection is limited to the lower of: 

11.4.1. the Item's reasonable second-hand market 
value immediately before the loss or damage, 
taking account of age, use, condition, specification, 
depreciation and any pre-existing defect; and 

11.4.2. £50 in total for the whole Mail It On Reference, 
regardless of the number of articles placed under 
that reference. 

11.5. The £50 figure is not an automatic payment. No 
compensation is payable where the Item was not 
Received by us, where liability is not established, where 
ownership or value is not proved, or where the Item had 
no reasonably realisable value. The amount payable in 
any proven case may therefore be less than £50 or 
nothing. 

11.6. What the £50 maximum does not cover. The maximum 
applies only to compensation for the Item itself under the 
standard Mail It On service. It does not prevent a refund 
or price reduction of the service charge where required by 
law, does not apply to liability that cannot lawfully be 
limited, and does not replace any higher transit 
compensation validly purchased for the period after 
Courier Collection. 

11.7. Why the standard maximum applies. The standard 
service fee and £50 maximum reflect that Mail It On is a 
limited recovery service for Items already subject to 
surrender, confiscation or destruction; we do not select or 
value Items before they enter the process; their condition, 
ownership and value are generally unknown; and 
collection and carrier compensation options may be 
available. The maximum is part of the basis on which the 
standard service is priced and offered. 

11.8. Transit claims. You must notify us promptly of suspected 
transit loss or damage and comply with the notification, 
evidence, inspection and packaging requirements in the 
Shipping Terms and selected courier service. Creation of 
a tracking number is not proof of Courier Collection. 

11.9. Mitigation, inspection and other recoveries. You must 
take reasonable steps to reduce your loss and tell us 
about any insurance payment, courier compensation, 
chargeback, refund or other recovery relating to the same 
loss. There can be no double recovery. For damaged 
Items, you must keep the Item and packaging reasonably 
available for inspection and provide photographs if 
requested. 

11.10. Item later recovered. If an Item is recovered 
after compensation is paid, we will contact you where 
reasonably possible. We may require repayment of 
compensation before returning it. If we paid its full 
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assessed value, title to the Item will pass to us unless we 
agree otherwise. 

12. YOUR PERSONAL INFORMATION 

12.1. How we use information. We will process personal 
information to administer Mail It On, identify and release 
Items, process payment, arrange shipping, comply with 
security, customs and legal requirements, prevent fraud, 
investigate complaints and claims, and protect our legal 
rights. 

12.2. Who we may share information with. We may share 
relevant information with the airport operator, Airport 
Security, couriers, customs authorities, payment 
providers, insurers or compensation providers, 
professional advisers, claims handlers and an incoming 
airport service provider where reasonably necessary for 
those purposes. 

12.3. Privacy notice. Further information about how we use 
personal information and your rights is set out in our 
privacy notice at www.luggage-point.co.uk. 

13. OTHER IMPORTANT TERMS 
13.1. We may transfer these terms and the Item to someone 

else. We may transfer our rights and obligations, an Item and 
any uncompleted service to another organisation, including 
an airport operator or incoming service provider, provided that 
the transfer does not reduce your statutory rights. We will 
take reasonable steps to record the transfer and tell you 
where required and reasonably practicable. 

13.2. You need our consent to transfer your rights. You may 
transfer your contractual rights or obligations only with our 
written agreement. This does not prevent you authorising 
another person to collect the Item in accordance with clause 
8.2. 

13.3. Nobody else has rights under these terms. Except for a 
permitted transferee, these terms are between you and us. 
No other person has a right to enforce them. 

13.4. If a court finds part of these terms illegal, the rest will 
continue in force. Each clause operates separately. If a 
court or relevant authority decides that part is unlawful or 
unenforceable, the remaining provisions will continue in 
effect. 

13.5. We are not responsible for delays outside our control. If 
an event outside our reasonable control delays or prevents 
the service, we will take reasonable steps to minimise the 
effect and tell you where practicable. We are not responsible 
for delay caused solely by that event, but you may cancel if 
there is a risk of substantial delay, subject to clause 5. 

13.6. Even if we delay in enforcing these terms, we can still 
enforce them later. If we do not insist immediately that you 
comply, or delay taking steps in respect of a breach, that 
does not waive our right to enforce the terms later. 

13.7. Changes to these terms. We may amend these terms for 
future requests. The version applying to your contract is the 
version presented when you submitted the relevant request, 
subject to any change expressly agreed with you in writing or 
required by law. 

13.8. Which law applies and which courts have jurisdiction. 
These terms and any contractual or non-contractual dispute 
or claim arising from Mail It On or an Item are governed by 
English law. Subject to mandatory consumer rights that 
cannot lawfully be excluded, the courts of England and Wales 
have exclusive jurisdiction. If you live in Scotland or Northern 
Ireland, you may also bring proceedings in the courts where 
you live. 

13.9. Complaints and alternative dispute resolution. Please 
contact us first using clause 2.2. If we cannot resolve a 
consumer complaint, our final response will provide any 
information about an accredited alternative dispute resolution 
provider that the law requires. Unless we state otherwise, we 
are not obliged and do not agree in advance to use a 
particular alternative dispute resolution procedure. 

13.10. Your statutory rights. Nothing in these terms 
affects rights that the law gives you and that cannot lawfully 
be excluded or restricted. Information about consumer rights 
is available from Citizens Advice at  
www.citizensadvice.org.uk. 
 

 
 
 
 
 
 

  

SUMMARY OF YOUR KEY LEGAL RIGHTS 

The Consumer Rights Act 2015 requires services to be supplied with reasonable care and skill, for a reasonable price where the price has not 
been agreed, and within a reasonable time where the time has not been agreed. Depending on the circumstances, you may have rights to 
repeat performance, a price reduction or a refund. These rights are subject to legal conditions and exceptions. Nothing in these terms affects 
rights that cannot lawfully be excluded or restricted. 

http://www.citizensadvice.org.uk/
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MODEL CANCELLATION FORM 

Complete and return this form only if you wish to cancel a contract for which you have a statutory cancellation right. You may 
instead make any other clear statement that you wish to cancel. 

To: The Luggage-Point company identified in your quotation or order confirmation, Ground Floor Unit 39B, Colbourne Crescent, 

Nelson Park Industrial Estate, Cramlington, Northumberland, England NE23 1WB 

Email: info@luggage-point.co.uk 

I give notice that I cancel my contract for the following Mail It On service: 

Mail It On Reference: ____________________________________________________________________ 

Service ordered: ____________________________________________________________________ 

Order/contract date: ____________________________________________________________________ 

Customer name: ____________________________________________________________________ 

Customer address: ____________________________________________________________________ 

Signature (only if sent on paper): ____________________________________________________________________ 

Date: ____________________________________________________________________ 

If you send this form by email, no signature is required. 


