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Parcel Services Customer Guide 
Amendment No. 7 
Effective January 11, 2021 
 
This amendment forms part of your Parcel Services Agreement with Canada Post and amends 
the Parcel Services Customer Guide of October 9, 2020, 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. 
 

Introduction 

1.3 How to reach us 
We replaced this section with the following: 

• Sign in to our Online Business Centre at canadapost.ca/obc.  

• To ask about our products and services or speak to a sales representative, call our 
Commercial Service Network at 1-866-757-5480 (Monday to Friday, 8 am to 8 pm ET). 

• To obtain support for our products and services, or share comments or concerns, visit 
canadapost.ca/support. Our goal is to help you as quickly as possible.  

• To order Prepaid Parcel Services and supplies, visit canadapost.ca/shop or call 
Customer Service at 1-866-607-6301.  

To talk to a Customer Service representative, call one of the following numbers:  

Customer Service  1-866-607-6301  Monday to Friday, 7 am to 11 pm ET  
Saturday and Sunday, 9 am to 9 pm ET 

For issues related to signing in 
to any of our registered tools 
(for user ID and password)  

1-877-376-1212  Available 24 hours a day, every day 

Electronic Shipping Tools (EST) 
Technical Helpline  

1-877-376-1212 Available 24 hours a day, every day 

Payment and account 
information  

1-800-267-7651  Monday to Friday, 8 am to 6 pm ET 



 

Page 2 of 7 

Shipping within Canada 

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

In section 2.3.6 Delivery options available when using Canada Post’s Electronic Shipping Tools 
(EST) or a customer-developed/third-party shipping system, under “Deliver to Post Office” we 
replaced the second and third paragraphs with the following: 

An automated email notification is issued to the addressee once the item is delivered to 
the post office, advising that the parcel is ready for pickup. If the item is not picked up after 
five calendar days, the addressee will receive a second email and a telephone message 
reminding to pick up the item.  
The addressee or a representative will be asked to show one valid piece of government-
issued photo identification at the post office for authentication. After 15 calendar days, if 
the item has not been picked up, it will be returned to the originating address on the 
shipping label. Refer to section 5 for more information on our online solutions and 
shipping tools. 

In section 2.3.7 Pickup Services under “One-Time On-Demand Pickup” we replaced the first 
paragraph with the following: 

Use this service to arrange a one-time pickup at a time that is convenient for your 
business. A pickup fee per stop will apply unless shipping using either the Priority or 
Priority Worldwide service. Pickups can be arranged up to 90 calendar days in advance 
using an account number or a credit card saved in the customer profile as a method of 
payment (five business days in advance without a credit card saved in the customer 
profile), or on the same business day, provided the request is made before the local call-in 
cut-off times. 

In section 2.3.10 Returns solutions, we replaced the first paragraph with the following: 
Canada Post offers several options for collecting returns and exchanges of online 
purchases, as well as defective, unwanted or obsolete products. Our parcel returns labels 
contain a unique tracking number and barcode, which allow returns shipments to be 
tracked and you are charged only if your parcel returns label is used. All associated 
returns shipping fees are the responsibility of the customer. 

Shipping to the United States and international destinations 

3.1 Parcel Services: United States 
We replaced the footnotes with the following: 

* Refer to the Priority Worldwide terms and conditions in section 8.4 for details. Delivery 
by 10:30 am applies to business addresses and 12 pm for residential addresses. 

† Exceptions and conditions apply. Refer to section 3.4.1 for more details. 
Note: For more accurate delivery standard information, visit canadapost.ca/deliverystandards. 
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Delivery standards are for items sent between most major urban centres and depend on 
origin and destination. Delivery standards are in business days, not calendar days, and 
exclude time in customs. Delivery standards are based on normal delivery conditions and 
available transportation; they are subject to change without notice. 
The on-time delivery guarantee may be modified during peak period (see canadapost.ca/notice) 
or suspended due to causes beyond Canada Post’s reasonable control, including, but not 
limited to, acts of God, epidemics, labour disruptions, equipment failures or unanticipated 
surges in volume. 

3.2 Parcel Services: International destinations outside the U.S. 
We replaced the footnotes with the following: 

† Refer to the Priority Worldwide terms and conditions in section 8.4 for details.  

D Depending on destination.  
Note: Exceptions and conditions apply. Visit canadapost.ca/postalguide. For more 
accurate delivery standard information, visit canadapost.ca/deliverystandards. 
Delivery standards are for items sent between most major urban centres and depend on 
origin and destination. Delivery standards are in business days, not calendar days, and 
exclude time in customs. Delivery standards are based on normal delivery conditions and 
available transportation; they are subject to change without notice. 
The on-time delivery guarantee may be modified during peak period (see canadapost.ca/notice) 
or suspended due to causes beyond Canada Post’s reasonable control, including, but not 
limited to, acts of God, epidemics, labour disruptions, equipment failures or unanticipated 
surges in volume. 

3.4 Additional information on features, options and other value-added services: Shipping 
to the U.S. and international destinations 

In section 3.4.6 Pickup services under “One-Time On-Demand Pickup” we replaced the first 
paragraph with the following: 

Use this service to arrange a one-time pickup at a time that is convenient for your business. 
A pickup fee per stop will apply, unless using either the Priority or Priority Worldwide service. 
Pickups can be arranged up to 90 calendar days in advance for our customers with an 
account number or a credit card saved in the customer profile (up to five business days in 
advance for customers with no credit card saved in the customer profile), or on the same 
business day, provided the request is made before the local call-in cut-off times. 

NEW 

3.7 Delivery standards for U.S. and international destinations 
Delivery standards represent the expected transit time in business days from the day of 
deposit (day 0) to delivery for items deposited before the local cut-off time. A business day 
is a day other than Saturday, Sunday, a statutory holiday and any day observed as a 
holiday by Canada Post.2 For all services, deposits on days other than business days are 
considered as being accepted on the next business day. Items deposited after the last 
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collection time specified on the street letter box or after the cut-off time of the postal facility 
approved by Canada Post are considered as being deposited on the next business day. 
Visit canadapost.ca/parcelservices/cutofftimes for the list of our facilities and their 
respective cut-off times. These times are subject to change. 
Delivery standards are for items sent between most major urban centres and depend on 
origin and destination. Delivery standards are in business days, not calendar days, and 
exclude time in customs. Delivery standards are based on normal delivery conditions and 
available transportation; they are subject to change without notice. For more information 
on delivery standards for U.S. and international destinations, visit 
canadapost.ca/deliverystandards.  
Although delivery standards are guaranteed for certain services (see sections 3.1 and 
3.2), the guarantee may be modified during a peak period (see section 8.3.21.10) or 
suspended due to causes beyond Canada Post’s reasonable control, including, but not 
limited to, acts of God, epidemics, labour disruptions, equipment failures or unanticipated 
surges in volume. 
2. Business days and observed holidays may vary for the U.S. and international destinations. 

The ABCs of shipping 

6.1 Minimum and maximum sizes and weights 
In section 6.1.1 Measuring your item, we replaced the first image with the following: 

 

6.2 Unacceptable items 
In section 6.2.2 Prohibited and restricted items, we replaced the fourth paragraph with 
the following: 

If you are uncertain whether your items are dangerous, you should verify with the 
manufacturer/supplier, call the Canadian Transport Emergency Centre (CANUTEC) 
at 613-996-6666, or visit Transport Canada’s website at www.tc.canada.ca. 
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6.3 Packaging your item for shipping 
In section 6.3.1 Requirements for shipments within Canada, to the U.S. and international 
destinations (excluding Priority Worldwide service), we replaced the third paragraph with the 
following: 

Items that are improperly packaged or labelled, are missing or showing illegible customs 
or item content information on the shipping label, are misdeclared or lack proper electronic 
documentation may be subject to delay or refused and returned to the sender. The 
customer may be required to pick up the item if shipping can damage the item further. 
Shipped items need to be properly labelled with a barcoded shipping label1 approved by 
Canada Post, and must be accompanied by appropriate shipping documentation. 

6.5 Shipping charges and weight 
In section 6.5.1 Base price of your item under “How we charge” we replaced the entire section 
with the following: 

Whether we audit your declarations or not, we may, at our sole discretion, charge the 
base price 

• on the basis of your declaration, 
• on the basis of our audit or 
• where your declaration is missing or unusable for whatever reason, on the basis of a 

default weight of 7 kg (15.4 lb.). 
Where we charge the base price on the basis of our audit, price adjustments will appear 
on your next invoice or a subsequent invoice. 
If you do not complete and submit all the documents for a shipment, as required, or if the 
documents are inaccurate or incomplete for any reason, the items of the shipment may, at 
the discretion of Canada Post 

• be returned to you at your expense to make them compliant, 
• be processed and charged at the next or most appropriate product or service category, 

where available, 
• be subject to a surcharge, 
• be refused for shipping. 
Canada Post reserves the right to include on a current invoice any amount not previously 
billed for invoices dated 90 calendar days prior to the date of the current invoice.  
In addition to the base price, we also apply surcharges. See section 6.7 for further details 
or visit canadapost.ca/prices. 

6.6 Mandatory shipping documentation 
In section 6.6.3 Data accuracy of shipping documentation under “Customs documentation” 
we replaced the first paragraph with the following: 

Complete and accurate electronic customs and item content information must be provided. 
Failure to do so may result in the item being returned to the sender or delays, non-
delivery, voided delivery guarantees (if applicable), fines or customs seizure at the 
international destination. Item content details must be captured in English or French 
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and can be translated into the language of the destination country. Refer to section 6.9 for 
more information on customs clearance. Shipping documentation may be transmitted to or 
shared with domestic or international customs and postal administrations or designated 
postal operators. 

6.8 Depositing your items at Canada Post 
In section 6.8.3 Pickup Services, we replaced the second paragraph with the following: 

Use the One-Time On-Demand Pickup service to arrange pickup at a time that’s 
convenient for your business. A pickup fee per stop will apply, unless you include a Priority 
or Priority Worldwide item. A pickup can be arranged up to 90 calendar days in advance 
for customers with an account number or a credit card saved in the customer profile as a 
method of payment (five business days in advance without a credit card saved in the 
customer profile), or on the same business day, provided the request is made before the 
local call-in cut-off times. 

6.9 Customs regulations and shipping requirements 
In section 6.9.1 General, we replaced the first paragraph with the following: 

Customs documentation is one of the most important elements of international shipments. 
Completing all of the required paperwork electronically in advance will reduce the risk of 
your item being held by customs. Understanding and following these requirements speed 
up clearance and delivery. It is the customer’s responsibility to ensure that all required 
customs documentation is attached to the shipment. 

In section 6.9.2 Customs clearance processes, we replaced the first bullet with the following: 

• Postal presentation. When items are shipped using Xpresspost – USA, Expedited 
Parcel – USA, Xpresspost – International, International Parcel – Air, International 
Parcel – Surface, Small Packet USA – Air, Small Packet International – Air or Small 
Packet International – Surface, Tracked Packet – USA, Tracked Packet – 
International, Canada Post tenders the item to the receiving country’s designated 
postal operator. The receiving designated operator presents the item for clearance 
and assessment of duties and taxes.  
 
Electronic customs and item content information will be required for all mandatory 
fields, at order creation for the following services: Xpresspost – USA, Expedited Parcel 
– USA, Xpresspost – International and International Parcel – Air or International Parcel 
– Surface, Tracked Packet USA, Tracked Packet International, Small Packet USA and 
Small Packet International. Commercial customers using any of Canada Post’s 
Electronic Shipping Tools (EST) or a customer-developed/third-party shipping system 
will be required to input mandatory customs and item content information in order to 
process a shipment. Failure to do so may result in the item being returned to the 
sender for proper completion or in delays, non-delivery, voided delivery guarantees, 
if applicable, fines and customs seizure at the international destination. 
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Pricing, payment and general terms and conditions 

8.2 Paying for Your Mailing 
In section 8.2.1.2 Use of “ACCOUNT” we replaced the paragraph with the following: 

Customers with pre-approved credit terms may elect “ACCOUNT” as a method of 
payment. The mailing is to be invoiced and charged to the customer’s account and 
applicable credit terms will apply. Following approval by Canada Post and continued 
credit worthiness as determined by Canada Post, at its discretion, credit terms of net 
fifteen (15) calendar days from date of invoice will apply. 

In subsection 2.1 Invoice, we replaced the second paragraph with the following: 
Customers who elect to pay for services by credit card will not receive an invoice. 
However, Canada Post does provide details for credit card transactions through the 
epostTM service. Visit epost.ca to sign up for the epost service or for more details on 
this service. For more information on “CREDIT CARD” as a payment option, see 
section 8.2.1.7 Credit Card. Customers should advise the Credit Management Group at  
1-800-267-7651 of any discrepancies. Invoice/billing discrepancies must be brought to 
Canada Post’s attention within 90 calendar days of the date of the invoice, after which 
time such invoice will be deemed accepted by the customer.  

8.3 General Terms and Conditions 
In section 8.3.11 One-Time On-Demand Pickup or Recurring (Scheduled) Pickup for Third-
Parties, we replaced subsection 11.2 with the following: 

11.2 The customer may terminate the Third-Party Pickup and Delivery service upon thirty 
(30) calendar day written Notice to Canada Post. 

In section 8.3.21 Limitation of Liability we replaced the third paragraph of subsection 21.10 One-
Time Delivery Guarantee – Claims for Delay with the following: 

Under the On-Time Delivery Guarantee for Priority, Xpresspost and Expedited Parcel 
within Canada, a claim for delay may only be submitted and will only be paid if, during a 
peak period, an item sent by one of these three services is delivered two or more business 
days after the published delivery standards. The start and end dates for a peak period will 
be posted to canadapost.ca/notice when available. 


