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Parcel Services Customer Guide 
Amendment No. 2 
Effective November 15, 2019 
 
This amendment forms part of your Parcel Services Agreement with Canada Post and amends 
the Parcel Services Customer Guide of July 15, 2019, in accordance with the applicable effective 
date. All other terms and conditions remain the same. Keep this amendment with your copy of 
the Guide. 
The revised version of the Parcel Services Customer Guide, which includes the amended information, 
will be available on the effective date of this amendment at canadapost.ca/parcelservices. 

Shipping within Canada 

2.1 Parcel Services: Canada 
In the table 2.1 Shipping options, under Xpresspost Certified, we replaced the content with the 
following: 

Our document-shipping service that captures the recipient’s signature on delivery of the 
item. This product is ideal for sending important notices or legal or court documents. If the 
receiver refuses to sign for the item, the item will be sent back to the original shipper 
(Return to Sender). Refer to section 4.4 for more details.  

2.3 Additional information on features, options and other valued-added services: Shipping 
within Canada 

In section 2.3.4.3 Collect on Delivery, we replaced the bulleted list with the following: 

• credit card up to $100; 

• cash up to $1,000; 

• debit card up to $5,000 (debit card payment is not available at all post office locations; 
transaction limits may need to be adjusted by the bank to pay by debit card); 

• certified cheque up to $5,000 (address certified cheque payable to Canada Post 
Corporation); 

• bank draft up to $5,000 (address bank draft payable to Canada Post Corporation); 

• money order up to $5,000 (each money order must not exceed $999.99 and must be 
payable to Canada Post Corporation). 

In section 2.3.5.1 Signature, we replaced the second and third paragraphs with the following:  
If the receiver refuses to provide a signature, the delivery agent will indicate “SIGNATURE 
REFUSED” for item-tracking purposes. Before the item can be handed over, the delivery 
agent will capture the first initial and last name of the receiver. This process varies for 
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items shipped by Xpresspost Certified; if the receiver refuses to sign for the item, the 
Xpresspost Certified item will be sent back to the original shipper (Return to Sender). 
When the signature is collected at the door 
When someone answers the door, the delivery agent will obtain the signature and the 
signatory’s name then hand the item to the receiver. Signature items are not delivered to 
children. 

In section 2.3.5.2 Proof of Age (18 or 19), we replaced the first paragraph with the following: 
The Proof of Age option ensures that, when the receiver appears to be less than 30 years 
of age, a photo identification proving age will be requested and the signature and name of 
the signatory will be recorded. The item will only be handed over to a person with an 
acceptable identification (ID) proving the required age (18 or 19) selected by the customer 
as part of the Proof of Age option. Visit the Canada Postal Guide at 
canadapost.ca/postalguide under Policies for a list of age of majority identification by 
province or territory. As the legal age for certain goods may differ from age of majority by 
province or territory, it is the customer’s responsibility to ensure that the appropriate age is 
selected under the Proof of Age option. 

In section 2.3.9 Return to Sender, we replaced the first paragraph after the bulleted list with 
the following: 

Canada Post attempts to deliver all parcels. However, in the event that delivery cannot be 
completed, a parcel is returned to the originating address on the shipping label. If the item 
remains unaltered, the Return to Sender shipping fee excludes the fees for features and 
options. All associated Return to Sender shipping fees are the responsibility of the 
customer and are based on the greater of the actual weight or volumetric equivalent of 
actual weight. 

2.5 Delivery standards within Canada  
We replaced the second paragraph with the following: 

Delivery standards are guaranteed for certain services. Refer to section 2.1 for details. 
Delivery standards apply but are not guaranteed for Regular Parcel items or items bearing 
a Return to Sender label. Delivery standards are based on available transportation and, 
therefore, are subject to change without notice. Visit canadapost.ca/deliverystandards 
for updates and a list of remote locations (section 4). 
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Prepaid products and Xpresspost Certified 

4.4 Xpresspost Certified (within Canada only)  
We replaced the first paragraph with the following: 

Xpresspost Certified is a document-shipping service that captures the recipient’s signature 
upon delivery of the item. This product is ideal for sending important notices as well as 
legal and court documents. Xpresspost Certified offers features that meet certain 
legislative and regulatory requirements such as Automated Delivery Confirmation and 
Signature capture. If the recipient refuses to sign for the Xpresspost Certified item, it will 
be sent back to the original shipper (Return to Sender). Refer to section 4.4.1 for a 
complete list of features and options. Customers are solely responsible for ensuring that 
the Xpresspost Certified service meets their internal, legal, and all other requirements. 

The ABCs of shipping 

6.3 Packaging your item for shipping 
In section 6.3.3 Exterior packaging, we replaced the bulleted list with the following:  

• Canada Post strongly recommends the use of environmentally friendly packaging.  

• To prevent any loss or damage to the items or any potential damage to postal 
equipment or injuries to the persons handling the items, all items must be tightly and 
securely wrapped with sufficient cushioning and reinforcing materials and must not 
have handles, loops or loose material that could get caught in the sorting equipment. 

• Because our sorting process is mechanized, polybags and similar packaging in 
particular must be snuggly wrapped around the item, virtually taking its shape, while 
protecting it and ensuring there is sufficient surface area for the shipping label to be 
applied flat and wrinkle-free. 

• Two items (i.e. boxes and polybags) or more cannot be strapped, taped or bound 
together by any other means and be deposited as a single item or multi-pieces. 

• Select packaging with the right size, shape and strength for your goods. Some 
contents requires special packaging to meet legal requirements. 

• Firmly seal all seams of the item with quality packaging tape to ensure that your item 
stays closed. Do not use string, masking tape or ordinary household tape. 

• The U.S., in co-operation with Mexico and Canada, implemented regulations for wood 
packaging materials entering North America. For further information, visit 
www.cbp.gov. 
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6.6 Mandatory shipping documentation 
In section 6.6.1 Shipping labels under “Affixing the shipping label to your item,” we added the 
following bullet after the fifth bullet:  

• When using Canada Post’s manual labels, ensure that there are no stickers or 
markings on the 2D barcodes located in the corners of the “To” section, which could 
prevent our equipment from reading them properly. The tear-away customer receipt 
must also be removed. 

In section 6.6.2 Manifests and bills of lading, we replaced the first paragraph with the following:  
Unless otherwise indicated on the shipping label, all items shipped by Canada Post must 
be accompanied by a paper copy of the transmitted manifest or bill of lading at the time of 
deposit or acceptance, which accurately describes the contents of the shipment and the 
deposit location. The manifest can be created electronically by using Canada Post’s 
Electronic Shipping Tools (EST) or a customer-developed/third-party shipping system, or it 
can be prepared manually by only using a Canada Post bulk manifest. A bill of lading can 
only be prepared manually using the bill of lading labels. When using these manual order 
documents, a fee will apply to each item submitted on the document. 

Pricing, payment and general terms and conditions 

8.3. General Terms and Conditions 
In section 8.3.1 Definitions, we replaced subsection 1.10 “Electronic Goods” with the following: 

1.10 “Electronic Goods” means electronic devices or their mechanisms, memory and all 
ancillary or related data storage devices, including but not limited to computers, 
televisions, tablets, cellular phones, smartwatches, audio equipment, media recording 
devices, cameras, camcorders, GPS and car audio equipment. 

In section 8.3.21.4 Exclusions and Restrictions on Certain Items, we replaced subsections a), b) and 
d) with the following: 

a) Canada Post shall have no liability for loss or damage of shipments containing:  
• bank notes or coins, with the exception of collectors bank notes and collectors 

coins specified in 8.3.21.4 b) below;  

• stocks;  
• bonds;  
• negotiable premium coupons, or other securities or other instruments, whether 

financial or legal, that are negotiable by the bearer, coupons (excluding gift 
certificates);  

• lottery tickets; 

• trading stamps;  
• travellers’ cheques;  
• liquid and dry patient specimens including biological specimens;  

• cremated remains;  
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• organs;  
• animals; or  
• any unacceptable Item as defined by the Non-mailable Matter Regulations, as 

amended from time to time (for more details, visit canadapost.ca/nonmailable).  
b) The maximum amount payable by Canada Post is:  

i)  $500 for shipments containing:  
• collectors coins that are shipped directly from a retailer and are accompanied by 

an order confirmation from the retailer;  
• jewellery; 

• manufactured and non-manufactured precious stones and metals; or  
• cancelled or uncancelled postage stamps.  

ii)  $100 for shipments containing:  
• collectors bank notes that are shipped directly from a retailer and are 

accompanied by an order confirmation from the retailer; 

• gift certificates;   
• gift cards; or 

• phone cards. 
d)  Canada Post shall have no liability for damage of shipments containing Electronic 

Goods that are shipped in any packaging other than:  
• the manufacturer’s original packaging, which is undamaged and has retained its 

intended shape and strength;  
• packaging that abides by Canada Post’s packaging guidelines (refer to ABCs of 

Mailing of the Canada Postal Guide at canadapost.ca/postalguide for more details 
on packaging guidelines); or  

• Canada Post’s packaging for the shipment of electronics, including, but not limited 
to tablets and smartphones.  

In section 21.7 Blanket Exclusion From Liability, we replaced subsection h) with the following: 
h) the claim is a result of the customer’s failure to comply with the requirements 

applicable to the service selected, including items that are oversized and/or not 
adequately packaged to ensure safe transit through our network (refer to ABCs of 
Mailing of the Canada Postal Guide at canadapost.ca/postalguide for more details 
on packaging guidelines);  

 
 

 
 
 


