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GENERAL TERMS AND CONDITIONS FOR THE PROCEDURE AND METHOD OF DELIVERY OF GOODS 
BY SELLERS TO PHOENIX PHARMA LTD., SOFIA 

(effective as of 01.09.2025) 
 
 

I. GENERAL PROVISIONS 
 
1.1. These General Terms and Conditions for the procedure and method of delivery of goods by suppliers 
(hereinafter referred to as the "General Terms and Conditions") to PHOENIX Pharma Ltd., Sofia, 199A 
Okolovrasten Pat St., registered in the Trade Register under UIC: 203283623 (hereinafter referred to as the 
“Buyer”) are an integral part and apply to any purchase made by the Buyer of goods (medicinal and/or 
cosmetic products, medical devices, medical consumables and/or food supplements and/or other goods 
essential for human health) and the related delivery to the Buyer's distribution centre, regardless of whether 
the delivery is made under the terms of these General Terms and Conditions or whether an individual written 
contract for the sale and purchase of goods (hereinafter referred to as the "Contract") has been concluded 
between the seller and the Buyer of the goods. 
1.2. The Seller and the Buyer may conclude a Contract in which they agree on individual terms and 
conditions. These General Terms and Conditions shall apply to the Contract and become an integral part 
thereof. The provisions of the Contract shall prevail over these General Terms and Conditions. 
 

II. PRODUCT INFORMATION 
 
2. Product registration 
All products delivered by the Seller must be registered in the Buyer's nomenclature no later than 1 (one) 
month before the first delivery date. In order to complete the initial registration, the seller is obliged to 
provide all the required information about the product in an information form based on the Buyer's template. 
The seller shall send the completed information form to the email address 
productsdata@phoenixpharma.bg or enter it via the Buyer's b2b platform, available at the following internet 
address: https://b2b.phoenixpharma.bg/bg/build/production/BgShop/index.php. 
 
3. Updating the data of a registered product 
In the event of a change in the data specified by the seller in the information form under point 2 above, the 
seller is obliged to update the data of the registered product no later than 1 (one) month before delivery of 
products with changed data. The update shall be made by sending an updated information form to the email 
address productsdata@phoenixpharma.bg or shall be entered by the seller via the Buyer's b2b platform, 
available at the following internet address: 
https://b2b.phoenixpharma.bg/bg/build/production/BgShop/index.php. 
 

III. DELIVERY 
 
4. Delivery point 
The products ordered by the Buyer shall be delivered to the Buyer's central distribution centre located in 
Sofia, postal code 1839, 228 Botevgradsko Shose Blvd., Warehouse No. 1, GPS coordinates: 
42.70505390214911, 23.399893046838507: 
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Customer service hours: 
Monday - Friday 
8:30 a.m. to 4:30 p.m. 
Contact telephone number during working hours: +359 2 451 4161 
 
5. Booking a delivery date and time for delivery by the seller's transport 
The buyer provides the seller with access to a booking platform available at the following internet address: 
https://www.tradelink.services/share/Sofia-Central?t=7ZjT1qYHYunMeTtTNjzsfj5i, and the seller is 
obliged to use it to reserve the date and time of delivery of the products no later than 4 (four) hours before 
the planned delivery. The reservation contains: 
- The seller's name; 
- Reference number (seller's document number or buyer's order number); 
- Date and time of delivery; 
- Number of transport units (pallets/boxes); 
- Requirements for special storage conditions; 
- Registration number of the vehicle to be used for delivery (recommended). 
 
If the seller does not reserve a date and time within the above period, the buyer will accept the products on 
the first available date and time. For the avoidance of doubt, the Buyer does not guarantee that the products 
will be accepted on the day of their arrival if there are no available time slots on this day. 
 
6. Notification of delivery date and time for delivery by the Buyer's transport 
If certain goods are to be delivered by the Buyer's transport, the Seller must notify the Buyer by email by 4:30 
p.m. on the previous day of the volume of the goods, their weight, transportation and storage conditions, 
and any other specific details (e.g., but not limited to, fixed time for collection of goods, etc.), and the Buyer's 
Transport Department shall enter the date and time of delivery in the booking platform under point 5 above. 
 
7. Requirement for special notification for urgent deliveries 
The reservation of a delivery date and time for urgent delivery by the seller's transport in accordance with 
point 5 above or notification of a delivery date and time for urgent delivery by the buyer's transport in 
accordance with point 6 above should be marked with the stamp “Urgent!”. 
 
8. Delivery time 
Delivery shall be made on the day and at the time specified in the booking platform, with an allowed delay 
of up to 1 (one) hour after the booked time (unless the delay would cause the delivery to fall outside the 
Buyer's working hours). 
 
If the seller is more than 1 (one) hour late or the delay exceeds the Buyer's working hours, the Buyer will 
accept the goods on the first available date and time. For the avoidance of doubt, the Buyer does not 
guarantee that the goods will be accepted on the day of arrival if there are no available time slots on that 
day. 
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9. Delivery documents 
9.1. Each delivery must be physically accompanied by at least 1 (one) delivery document (waybill), including 
all delivered products. For products requiring refrigerated storage, a separate delivery document must be 
issued. 
9.2. Minimum requirements for the content of the delivery document: 
- Name and address of the seller; 
- Name and address of the Buyer; 
- Date; 
- Buyer's order number; 
- Name, form and concentration of the product; 
- Batch number; 
- Number of packages for sale per batch number; 
- Expiry date; 
- Storage conditions; 
- Stamp number of stamped unit/seal (if applicable); 
- Number and location of temperature monitoring devices – loggers (if applicable). 
9.3. All deliveries containing products classified as dangerous goods must be accompanied by the 
necessary transport documents for dangerous goods. 
 
10. Labelling of delivery 
10.1. Transport boxes and pallets must be clearly marked with visible labels of a colour other than white, 
affixed to all visible sides of the transport boxes and/or pallets. The font size must be at least 50 points or 
4 times larger than the rest of the text on the transport box and/or pallet. Transport boxes and pallets must 
be marked with the name of the seller and must not contain old or incorrect labels or markings. 
10.2. The information on the outer packaging must be equivalent to the information registered for the 
product in accordance with point 2 or point 3 above. 
10.3. The label on each transport box and/or pallet must contain: 
- The item number of the packaging; 
- Name and form of the product; 
- Batch number; 
- Expiry date (if applicable); 
- Number of commercial packages in the box. 
10.4. Additional labelling (if applicable): 
- Refrigerated storage: Products requiring cold storage conditions are marked with a label such as 

"thermally unstable product" or a thermometer symbol “2-8°C”; 
- Dangerous goods: Must be marked in accordance with the relevant legal requirements; 
- Medicinal products containing narcotic substances – separately from all other medicinal products, with 

a separate document and in compliance with all other legal requirements; 
- Cytostatic products: Must be marked with the label “Cytotoxic”; 
- Mixed transport boxes and pallets: Pallets and transport boxes containing different item numbers, 

different expiry dates and/or batch numbers must be marked with the label “Mixed pallets” or “Mixed 
boxes”; 

- Partial transport boxes: Partially filled transport boxes must be marked with the label "Partial". 
 
11. Barcodes 
11.1. EAN-13 (including GTIN or NTIN) or GTIN barcodes containing information to be used in connection 
with the processing of products by the Buyer, wholesalers, hospital pharmacies and/or other pharmacies 
shall be placed on all packaging for product sales in accordance with the GS1 regulation. 
11.2. The GS1-128 barcode containing information to be used in connection with the processing of products 
by the Buyer, wholesalers, hospital pharmacies and/or other pharmacies shall be affixed to all cartons in 
accordance with the GS1 regulation. 
11.3. All commercial packaging covered by Directive 2011/62/EU (1) (also known as the Falsified Medicines 
Directive) must be marked with data including the following elements: 
- GTIN/NTIN; 
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- Serial number; 
- Batch number; 
- Expiry date; 
- Transport unit; 
- Item number (GTIN or NTIN included in the EAN-13 barcode); 
- GS1-128 barcode; 
- Batch number; 
- Expiry date; 
- Number of sales packages. 
 
12. Expiry date of the delivered goods 
12.1. The delivered goods must have a remaining shelf life of not less than 2/3 (two-thirds) of the total shelf 
life for the product in question. 
12.2. Delivery of goods with a shorter shelf life is only permitted with the express written consent of the 
Buyer. 
12.3. Notwithstanding the Buyer's written consent under point 12.2 above to accept goods with a remaining 
shelf life shorter than that specified in point 12.1, the seller shall be obliged to act as follows: 
12.3.1. If the remaining shelf life of certain goods falls below 60 (sixty) days, to replace the goods at its 
own expense within 7 (seven) days of the Buyer's written notification of the necessity for replacement; or 
12.3.2. If the accepted goods are not sold before their expiry date, to take back the goods in question at the 
buyer's central distribution centre and refund the buyer the price paid for the goods with expired shelf life. 
 
13. Product quality  
The quality of the products shall comply with the manufacturer's technical standards. 
 
14. General requirements for the packaging of delivered products 
14.1. The packaging and packaging material must be designed in such a way that the products are 
protected against damage, temperature fluctuations, contamination, and harmful environmental impacts 
(e.g., moisture) during transportation and storage. The frequency of the subsequent sales to customers and 
the nature of the products should be taken into account. 
14.2. Product packaging must be performed in an optimal manner with easy access to the packages inside 
the transport box. Pallets must be packed in a way that allows easy identification of the products and 
inspection of their quantities, and mixed pallets must be arranged in such a way that the pallet can be easily 
separated. 
14.3 Products that require specific storage temperature conditions, as well as medicinal products 
containing narcotic substances, shall be packed separately from other products. 
14.4. Packaging in transport boxes: 
14.4.1. Each transport box must contain only 1 (one) batch per item number. 
14.4.2. Mixed transport boxes may be delivered with up to 5 (five) different item numbers if the transport 
box is clearly marked with the label “Mixed box”. 
14.4.3. Products that are similar to each other (e.g., identical commercial packaging of different strengths) 
must be packed in different transport boxes. 
14.5. Pallet packaging: 
14.5.1. All delivered pallets must be clean and undamaged heat-treated EUR pallets (dimensions 1200 mm 
x 800 mm x 144 mm). 
14.5.2. The total weight of a pallet cannot exceed 700 kilograms. 
14.5.3. All pallets must be properly packed without any packaging protruding beyond the edge of the EUR 
pallet. 
14.5.4. Similar products delivered with different batch numbers on the same pallet must be stacked in 
complete layers and clearly separated. 
14.5.5. Identical products stacked in layers on the same pallet must be separated with suitable material 
(e.g., thick cardboard). 
 
15. Requirement for pre-allocation of products for the Buyer's regional distribution centres 
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Deliveries shall be previously allocated on EUR pallets by product and regional distribution centres of the 
Buyer.  
 
16. Handover of products 
16.1. The acceptance of products shall be carried out by means of a bilateral record of handover. 
16.2. The Buyer is entitled to lodge a complaint for obvious defects (such as, but not limited to, quantity, 
commercial appearance, etc.) within 5 (five) working days from the date of signing the record of handover 
under point 16.1 above. 
16.3. The risk of loss or damage to the products shall be borne by the Buyer upon expiry of the period for 
objection to obvious defects under point 16.2 above, if the Buyer has no objections. 
16.4. The Buyer is entitled to lodge a complaint for hidden defects within 5 (five) working days from the 
date of detecting the hidden defect, within the shelf life of the product concerned. 
 

III. LIABILITY FOR NON-PERFORMANCE. PENALTIES 
 
17.1. If the seller fails to register a product in accordance with point 2 above, does not update the data of 
an already registered product in accordance with point 3 above, or provides information that is false, 
inaccurate, incomplete and/or outdated, the seller shall owe the Buyer a penalty of 1,000 (one thousand) 
BGN for each case and for each product. In addition, the Buyer shall be entitled to compensation for 
damages resulting from non-performance if the damages exceed the amount of the penalty under the 
previous sentence. 
17.2. If the seller fails to register a product in accordance with point 2 above, does not update the data of 
an already registered product in accordance with point 3 above, or provides information that is false, 
inaccurate, incomplete and/or outdated, and as a result the Buyer is penalised by whomever, the seller shall 
owe the buyer, within 5 (five) working days from the date of receipt of written notification by the seller, a 
penalty in the amount of the imposed sanction, together with the statutory interest thereon, as of the date 
of payment of the imposed sanction by the Buyer, but not less than 1,000 (one thousand) BGN for each case 
and for each product. 
17.3. If the seller fails to register a product in accordance with point 2 above, does not update the data of 
an already registered product in accordance with point 3 above, or provides information that is false, 
inaccurate, incomplete and/or outdated, and as a result a third party is penalised for this by whomever, and 
the third party has directed its claims for compensation to the Buyer, the seller shall owe the Buyer, within 
5 (five) working days from the date of receipt of a written notification by the seller, a penalty in the amount 
of the claim value, together with the statutory interest thereon, as of the date of claim payment by the Buyer, 
but not less than 1,000 (one thousand) BGN for each case and for each product. 
 
18. If a product is not delivered by the seller within 1 (one) hour after the day and time specified in the 
booking platform, the seller shall owe the buyer a penalty of 1,000 (one thousand) BGN for each case and 
for each product. In addition, the Buyer shall be entitled to compensation for damages (losses incurred and 
lost profits) caused by the non-performance if the damages (such as, but not limited to, unrealised sales, 
penalties imposed on the Buyer by its partners, including contracting authorities for public procurement, 
etc.) exceed the penalty amount under the previous sentence. 
 
19. If the seller fails to fulfil its obligations under points 9 - 11 and/or 14 above (such as, but not limited to, 
products delivered with an error in the EAN code, in the product description, labelling, type of packaging or 
packaging units (packings), the seller shall owe the buyer a penalty of 1,000 (one thousand) BGN for each 
case and for each product. In addition, the buyer shall be entitled to compensation for damages resulting 
from this non-performance if the damages exceed the amount of the penalty under the previous sentence. 
 
20. If the seller delivers products that are not allocated for distribution to the Buyer's regional distribution 
centres in accordance with the requirement of point 15 above, the seller shall owe the Buyer a penalty of 
2,000 (two thousand) BGN for each case and for each product. In addition, the Buyer shall be entitled to 
compensation for damages (losses incurred and lost profits) resulting from the non-performance if the 
damages (such as, but not limited to, unrealised sales, penalties imposed on the Buyer by its partners, 
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including contracting authorities for public procurement, etc.) exceed the amount of the penalty under the 
previous sentence. 
 
21. If the seller fails to fulfil an obligation under point 2, point 3, points 9 - 12, point 14 and/or point 15, the 
Buyer shall have the right to refuse to accept the ordered product and to return it to the seller. 
 
22. If the seller has failed to fulfil its obligation under point 9 and the buyer has been penalised for this by 
whomever, the Seller is obliged to reimburse the Buyer within 5 (five) working days from the date of receipt 
of written notification by the seller for the amount of the penalty imposed, together with the statutory 
interest thereon, calculated as of the date of penalty payment by the Buyer. 
 
23.1. If the seller fails to deliver a product within the deadline specified in the accepted order, the seller shall 
owe the buyer a penalty of 5% (five per cent) of the invoiced price, excluding VAT, of the ordered but not 
delivered on time product. For the purposes of these General Terms and Conditions, the Buyer's order shall 
be deemed accepted by the seller unless the Seller expressly rejects the order in writing within 3 (three) 
working days from the date of its receipt.  
23.2. If the seller fails to deliver a product in a sale/promotional campaign within the deadline specified in 
the accepted order, the seller shall owe the Buyer a penalty of 10% (ten percent) of the invoiced price, 
excluding VAT, of the ordered but not delivered on time product. For the purposes of these General Terms 
and Conditions, the Buyer's order shall be deemed accepted by the seller unless the seller expressly rejects 
the order in writing within 3 (three) working days from the date of its receipt.  
 
24. Failure to deliver a product on time shall be considered a complete breach of the contract for the 
purchase and sale of goods, unless such delay is accepted in writing by the Buyer. If the seller systematically 
fails to deliver products on time (more than 3 (three) times within 1 (one) calendar year), the Buyer is entitled 
to terminate its legal relationship with this seller. In this case, the Buyer shall not be liable for any 
compensation, indemnity or damages, regardless of their nature, which the seller may suffer in connection 
with this legal relationship, whether due to actual or expected lost profits or due to expenses, investments 
or obligations incurred by the seller in connection with this legal relationship. 
 
25. If the sale of a product is prohibited for reasons beyond the Buyer's control (such as, but not limited to, 
blocking and withdrawal of medicinal products that do not meet the quality, safety or efficacy requirements), 
the seller undertakes to take back the product in question within 2 (two) working days as of the date of 
receipt by the seller of written notification from the Buyer. If the seller fails to fulfil its obligation to take back 
the relevant product, the Buyer is entitled to destroy this product, and the seller is obliged to pay the buyer 
the price of the destroyed product, as well as all expenses related to its destruction. 
 

IV. COMPLIANCE 
 
26.1. In performing their obligations under these General Terms and Conditions (and the Contract, if 
concluded), both parties undertake to conduct their activities with the highest level of ethics and integrity 
and in compliance with the letter and spirit of the law. 
26.2. The parties shall guarantee that during the term of their legal relationship (i) they will maintain 
appropriate procedures to ensure compliance with the applicable laws, and (ii) they will apply them when 
necessary. In addition, both parties shall: a. comply with all applicable laws in the relevant market relating 
to anti-corruption, unfair competition, and sanctions regimes; b. immediately notify the other party of any 
request or demand for an unjustified financial or other advantage of any kind received by the relevant party 
in connection with the performance of this legal relationship; c. both parties shall ensure that any person 
associated with the respective party who provides services in connection with this legal relationship will act 
on the basis of a written contract that will guarantee that the actions of this person comply with conditions 
equivalent to those imposed on the parties in this Section IV. 
26.3. The parties declare and agree that in connection with this legal relationship, they, their directors, 
employees, officers and anyone acting on their behalf in connection with the performance of this legal 
relationship a. shall not pay, promise to pay, authorise payment, give, promise to give or authorise the giving 
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of valuable items, property or benefit to a public official, medical professional, customer, business partner 
or other person (including in the commercial sector) with the aim to i. exert influence on the above-
mentioned parties to perform an action or make a decision affecting private or official decision-making; ii. 
induce any of the above parties to act or refrain from acting in violation of a legal obligation; iii. ensure an 
undue advantage; or iv. induce any of the above parties to use their influence to force or to impact the 
performance of an act or decision-making by the government in relation to actions taken in connection with 
this legal relationship, or to induce someone to violate their professional duties and standards. b. may only 
provide lawful, appropriate, documented and transparent remuneration, gifts, hospitality, sponsorship and 
donations. c. shall consider payments to simplify formalities to be bribes; therefore, such payments should 
neither be given nor accepted. 
26.4. Neither party shall make or authorise off-the-books accounts, allow misidentified transactions, record 
non-existent expenses, enter financial obligations with an incorrectly specified subject matter, or use false 
documents in connection with the performance of this legal relationship. Each party shall keep books, 
accounts and records which, in reasonable detail, accurately and fairly reflect the transactions and 
dispositions of funds under this legal relationship. 
26.5. Compliance with the export control and economic sanctions regulations: 
26.5.1. The Seller acknowledges and agrees that the commercial relationship is subject to applicable export 
control and economic sanctions laws and regulations imposed by, inter alia, the European Union, the United 
Kingdom, the United Nations and the United States of America (the "Export Control and Trade Sanctions 
Regulations"); 
26.5.2. Where the Export Control and Trade Sanctions Rules require the Buyer to impose new obligations 
on the Seller, the Seller shall accept and comply with such obligations; 
26.5.3. In the event of termination or refusal of performance for the above reasons, the Seller shall not be 
entitled to claim compensation or assert any other rights arising from the termination or refusal of 
performance. Delays due to approval procedures shall cancel the deadlines and periods for delivery; 
26.5.4. The seller shall not engage in any activities that would violate any Export Control and Trade 
Sanctions Regulations and shall refrain from any actions or omissions that could make the buyer liable 
under the applicable Export Control and Trade Sanctions Regulations, which may include laws applicable 
solely to the Buyer. 
26.6. The parties agree that all provisions in these General Terms and Conditions (and the Contract, if 
concluded) shall remain true and accurate for the duration of this legal relationship. Each party shall be 
obliged to inform the other party in writing in a timely manner if it becomes aware of any violation of this 
section or the applicable laws of the relevant market, or of any change that may render any of the statements 
in these General Terms and Conditions (and the Contract, if one is signed) to be untrue or inaccurate in 
connection with their/its performance. Failure to notify the other party under this section is a material 
breach of these General Terms and Conditions and/or the Contract and entitles the other party to terminate 
it on an extraordinary basis. 
26.7. The Buyer shall be entitled to suspend or terminate its legal relationship and payments thereunder if 
it has good reason to believe that the other party or a member of its staff has violated or acted in violation 
of any of the terms under this section or the applicable law. In this case, neither party shall be liable for 
compensation, indemnity, or damages of any kind that the other party may suffer in connection with this 
legal relationship, whether due to actual or anticipated loss of profit or sales of the other party or due to 
expenses, investments, or obligations incurred by the other party in connection with this legal relationship. 
26.8. The parties shall inform and train their employees in an appropriate manner to enable them to comply 
with the requirements of the compliance obligations as set out in this section. 
26.9. The Seller and its employees shall be able to report (suspected) violations in a reliable and confidential 
manner through the Buyer's incident reporting system: 
https://phoenixgroup.integrityplatform.org/ 
The Seller agrees to inform the relevant members of its personnel about the availability of this reporting 
system. 
26.10. The Seller confirms that it is prohibited from hiring subcontractors, delegating or assigning its rights 
or obligations under this legal relationship without the prior written consent of the Buyer. In the event of 
subcontracting, the seller shall enter into a written agreement with the subcontractor, which must contain 
terms and conditions similar to or at least as strict as those in this section. In any case, the seller shall 
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remain liable for all its obligations and responsibilities under this legal relationship, which have been 
assigned to subcontractors. 
26.11. The Buyer is entitled to conduct an audit or appoint an independent auditor to audit all relevant 
accounting books and records of the seller to ensure compliance with this section for a period of 2 (two) 
years after the termination of the legal relationship. 
 

V. ADDITIONAL PROVISIONS 
 
27. The buyer has the right to unilaterally amend these General Terms and Conditions. Unless 
otherwise specified in the Contract (if concluded), the amendments shall become binding on the 
seller as soon as it is notified of them (by post, electronically or by other appropriate means) and 
does not object in writing within 10 (ten) working days of the notification. 
28. The Seller's General Terms and Conditions shall not apply to the Buyer unless they have been accepted 
in writing by the Buyer. 
29.1. The parties undertake not to disclose to third parties, without the express prior written consent of the 
other party, directly or indirectly (in writing or orally, through the media or in any other way) any information 
that has become known to the receiving party during or in connection with the delivery of products to the 
Buyer. 
29.2. For all matters not covered by these General Terms and Conditions (and the Contract, if concluded), 
the provisions of the applicable Bulgarian legislation shall apply. 
29.3. The invalidity of individual provisions of the General Terms and Conditions shall not affect the validity 
of the General Terms and Conditions as a whole. Any disputes and disagreements arising from the 
application of these General Terms and Conditions (and the Contract, if concluded) shall be resolved 
through negotiations between the parties. All disputes not resolved by agreement between the parties that 
have arisen from these General Terms and Conditions or the Contract or related to their interpretation, 
invalidity, performance or termination of the Contract, as well as the disputes concerning the filling of gaps 
in these General Terms and Conditions or the Contract or its/their adaptation to newly arising 
circumstances, shall be resolved by the competent court in accordance with the Civil Procedure Code. 
 
 
These General Terms and Conditions were accepted by the Buyer on 17 July 2025 and shall enter into force 
on 1 September 2025. 
 
 
 
 
 
              
The Seller affirms with his signature that he has received in writing, has read, and accepted the provisions 
of the Buyer's General Terms and Conditions. 
 
 
 

……………………………………………….……………………………………….. 
(Seller) 
(Full name of the person representing the Seller; 
signature) 


