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1. GENERAL PROVISIONS 

These Standard Terms and Conditions for parcel machine services provide procedures for Eesti Post Ltd. 
(hereinafter: Post) for providing parcel machine services and regulate mutual rights and obligations of Post and 
users of Post’s services. 

Besides the standard terms and conditions, the relationships between parties are also governed by laws of the 
Republic of Estonia, General Conditions (not applicable to private customers), Customer Data Processing 
Principles and the price list. 

If amendments are made to the legislation and any provision of the standard terms becomes partially or totally 
invalid, the remaining standard terms will remain in force. 

Standard terms and conditions, prices and other documents related to the parcel machine services are available 
at post offices and on our website omniva.ee. 

2. DEFINITIONS 

Concepts used in the standard terms are defined as follows: 

Address label is a document that is attached to the parcel, which has all the necessary information regarding its 
sending and the information characterising the parcel written on it. 

Delivery is a process that involves collecting, sorting, when necessary customs activities, transporting shipments 
and delivering them to the Receiver by means of parcel machines, post office or a courier. 

Pre-labelled shipment is a shipment equipped with an address label printed out from Post web environment 
(business customer e-service or private customer e-service) with pre-sent electronic information about the 
shipment forwarded to Post. 

Private customer is a person, who has not entered into a General Conditions contract with the Post. 

E-service is a web environment for submitting an order for sending shipments, formalizing address cards, paying 
for services. 

Storage time is a time (in calendar days) for storing shipments in a post office or a parcel machine. 

Customer Data Processing Principles is a document that regulates terms and fundamentals of processing 
customer data in Post. 

Customer return is a shipment that is returned to the Sender by the Receiver and the delivery costs will be paid 
by the original Sender. 

Shipping is the delivery of the shipment to the Receiver according to the will of the Sender and to the chosen 
services terms. 

Loading area is the address marked on the address card, where the loading or unloading of the shipment takes 
place. Loading area is a hard cover, smooth surface, without gradient and without steps surface that is located on 
the same level as the road. The Sender or Receiver must ensure access to the loading area. 

Additional service is a service that supplements the basic services or adds value to them. The Post has the 
right to demand additional fees for the additional services. 

Cash on delivery is an additional service according to which the Sender authorises Post to collect a specific 
amount from the Receiver upon delivering the shipment and to transfer this amount to the bank account 
specified by the Sender. 

Multi-parcel shipment is a set of simultaneously dispatched, properly addressed and packaged shipments from 
the Sender to the Receiver, with traceable movement and issuing. 

Parcel machine is a device with fixed location, which allows accepting shipments from the Sender and issuing 
them to the Receiver. 

Postal worker (including Courier) is an employee of Post or a person providing post, courier, transportation or 
parcel machine services or fulfilling assignments on behalf of Post. 

Post office is a permanent place of activity of the Post, where the provision of all the postal services covered by 
the universal postal services activity licence and the courier, parcel machine and transportation services and 
providing additional services for them in a determined service area is guaranteed. 

Receiver is a person to whom or to whose address the postal item is to be delivered. 

http://www.post24.ee/
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Sender is a person who is responsible for the contents of the postal item, and on behalf of whom and in whose 
name the postal item is transferred to Post for delivery. 

Sorting centre is a structure unit of the Post, where the sorting of domestic and international mail shipments 
are sorted and separated according to the postal facilities. The sorting centre is located at Pallasti 28, 10001 
Tallinn. 

Size S is a size on a basis of which a postage is calculated, the minimum measures of which are 9 cm (width)*14 
cm (length) and maximum measures are 9 cm (height)*38 cm (width)*64 cm (length) with the real weight not 
exceeding 30 kg. 

Size M is a size on a basis of which a postage is calculated, with maximum measures of 19 cm (height)*38 cm 
(width)*64 cm (length) and the real weight not exceeding 30 kg. 

Size L is a size on a basis of which a postage is calculated, with maximum measures of 39 cm (height)*38 cm 
(width)*64 cm (length) and the real weight not exceeding 30 kg. 

Return code is a code of six digits contained in the shipment´s arrival notification, which enables the return of 
the shipment to the Sender via a parcel machine. 

Working days within the context of these standard terms are all the days of the week except for Saturdays, 
Sundays and public holidays. 

Door code is a code of six digits contained in the shipment´s arrival notification, which opens a parcel 
machine´s locker which contains Receiver´s shipment. 

UPT is a Universal Postal Service. 

Delivery point is an establishment operated by a Post’s contractual cooperation partner, through which postal 
shipments are delivered. 

Business customer is a person who has entered into a General conditions contract with the Post. 

General Conditions are AS Eesti Post´s general conditions for service contracts, that are concluded with the 
Sender that establish the fundamentals of relationship between the Post and the Sender and the general terms 
when fulfilling contracts signed between the parties. General conditions apply to all contracts issued between Post 
and the Sender. 

3. PARCEL MACHINE TERMS OF SERVICE 

3.1 Types of parcel machine services 

Parcel machine services are provided for both physical persons and legal entities. 

Multi-parcel shipments are not applicable to parcel machine services. Every separately package shipment 
is deemed a separate shipment, and forwarding it to the Receiver is charged according to the size of the 
shipment (size S, M, L). 

3.1.1 „Parcel machine service“ is a parcel machine service where the Sender inserts the shipment into a 
parcel machine in the Republic of Estonia and it is issued to the Receiver from a parcel machine in the 
Republic of Estonia, Republic of Latvia or Republic of Lithuania. 

 Shipment will be available to the Receiver according to delivery schedule available on the website 
omniva.ee: loading and emptying of parcel machines takes place according to the time table of loading 
and emptying of parcel machines. The table is available on the website omniva.ee. 

 Receiver will be notified about arrival and location of the shipment by SMS containing a door code 
necessary for opening the locker. If the Sender provides Receiver´s e-mail address, an additional 
notification will be sent via e-mail. 

 The storage time of the shipment in a parcel machine is 7 (seven) calendar days. 

 If the shipment is not picked up from a parcel machine within named storage time, it will be returned to 
the Sender, who is obligated to pay the cost of the shipment’s return and the initial postage for the 
service. In case the Sender pays a service fee and the additional-service shipment is not picked up 
during the storage time, the Sender pays both the forwarding and storage fee in addition to the return 
fee for the shipment. 

3.1.2 „Parcel machine – delivery to post office" is a parcel machine service where the Sender inserts 
shipment into parcel machine in the Republic of Estonia and it is issued to the Receiver from post office 
in the Republic of Estonia. 

http://www.omniva.ee/
http://www.post24.ee/
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 Shipment will be available to the Receiver in a post office designated by the Sender day after the 
shipment is delivered to parcel machine, if the shipment is delivered to parcel machine before emptying 
time which is marked in the time table of loading and emptying of parcel machines. 

 The Receiver will be notified about arrival and location of the shipment by SMS. If Sender provides 
Receiver’s e-mail address, additional notification will be sent via e-mail. 

 The storage time of the shipment in a post office is 15 (fifteen) calendar days. 

 If the shipment is not picked up from a post office within named storage time, it will be returned to the 
Sender, who is obligated to pay the cost of the shipment’s return and the initial postage for the service. 
In case the Sender pays a service fee and the additional-service shipment is not picked up during the 
storage time, the Sender pays both the forwarding and storage fee in addition to the return fee for the 
shipment. 

3.1.3 „Parcel machine – courier delivery” is a parcel machine service where the Sender inserts the 
shipment into a parcel machine in the Republic of Estonia and it is issued to the Receiver by a courier in 
the Republic of Estonia Republic of Latvia, Republic of Lithuania or in another country marked in the 
pricelist. 

 The shipment will be delivered to the Receiver by courier the next work day (in two days in case of 
Republic of Lithuania) – within 8.00–17.00 timeframe for business customers and 8.00–20.00 for private 

customers. Shipments must be delivered to a parcel machine before emptying time which is marked in 
the timetable of loading and emptying of parcel machines. Shipments addressed to the islets, will be 
delivered according to the timetable of transport connection. 

 Courier delivery is available in the Republic of Estonia, Republic of Latvia, Republic of Lithuania and 
other countries marked in the pricelist. 

 In case the Receiver is a private customer, the Receiver is called in advance and suitable delivery time is 
agreed upon. In case the Receiver is a legal entity the shipment is delivered to the Receiver´s address 
and no call is made in advance. 

 In case of unsuccessful delivery attempt in the Republic of Estonia, the shipment will be stored in a 
parcel machine or a post office and a shipment´s arrival notification is sent to Receiver via SMS. If the 
Sender provides the Receiver’s e-mail address, then additional notification will be sent via e-mail. If the 
parcel is not picked up from a post office within named storage time, it will be returned to the Sender. 

 In case of unsuccessful delivery attempt in the Republic of Lithuania, Republic of Latvia or Republic of 
Finland, the shipment will be sent to a nearest parcel machine or a delivery point where the shipment 
will remain in storage for 7 (seven) calendar days. If the parcel is not picked up from a post office within 
named storage time, it will be returned to the Sender. 

 In case of unsuccessful delivery attempt in other countries marked in the price list (except in the 
Republic of Lithuania, Republic of Latvia or Republic of Finland), the shipment will be sent to a nearest 
post office where the shipment will be possible to pick up during 4–7 calendar days according to the 
destination country’s laws. If the parcel is not picked up from a post office within named storage time, it 
will be returned to the Sender. In case the Sender pays a service fee and the additional-service 
shipment is not picked up during the storage time, the Sender pays both the forwarding and storage fee 
in addition to the return fee for the shipment. 

3.1.4 „Parcel machine – sending from post office” is a parcel machine service where the Sender gives 
the shipment to the post office in the Republic of Estonia and it is issued from the parcel machine in the 
Republic of Estonia, Republic of Latvia or in the Republic of Lithuania. 

 The shipment will be available to the Receiver in any parcel machine on the day following the day of 
transferring the shipment to a post office, if the shipment was handed over to the post office before the 
time set for postal exchange. 

 Receiver will be notified about arrival and location of the shipment by SMS containing a door code 
necessary for opening the locker. If the Sender provides Receiver´s e-mail address, an additional 
notification will be sent via e-mail. 

 The storage time of the shipment in a parcel machine is 7 (seven) calendar days. 

 If the shipment is not picked up from a parcel machine within named storage time, it will be returned to 
the Sender, who is obligated to pay the cost of the shipment’s return and the initial postage for the 
service. In case the Sender pays a service fee and the additional-service shipment is not picked up 
during the storage time, the Sender pays both the forwarding and storage fee in addition to the return 
fee for the shipment. 
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3.1.5 “Parcel machine – courier pick-up” is a parcel machine service where the Sender is handing over 
the shipment to the courier in the Republic of Estonia and it is issued to the Receiver from parcel 

machine in the Republic of Estonia, Republic of Latvia or in the Republic of Lithuania. 

 The shipment will be available to the Receiver in any parcel machine day (two days in case of Republic 
of Lithuania) after handing over the shipment, if the shipment was handed over according to the 
courier’s loading time. 

 Receiver will be notified about arrival and location of the shipment by SMS containing a door code 
necessary for opening the locker. If the Sender provides Receiver’s e-mail address, an additional 
notification will be sent via e-mail. 

 The storage time of the shipment in a parcel machine is 7 (seven) calendar days. 

 If the shipment is not picked up from a parcel machine within named storage time, it will be returned to 
the Sender, who is obligated to pay the cost of the shipment’s return and the initial postage for the 
service. In case the Sender pays a service fee and the additional-service shipment is not picked up 
during the storage time, the Sender pays both the forwarding and storage fee in addition to the return 
fee for the shipment. 

3.1.6 Parcel machine – sending to sorting centre is a service where the Sender gives the shipment over 
to the Post’s sorting centre (Pallasti 28, Tallinn) and the shipment will be delivered to the Receiver from 

a parcel machine in the Republic of Estonia, Republic of Lithuania or Republic of Latvia. 

3.1.7 E-purchasing service – sending through a parcel machine is a service where the Sender puts the 
shipment to a parcel machine or hands over the shipment in a post office in the Republic of Estonia and 
the shipment is delivered to the Receiver from a parcel machine in the Republic of Estonia. 

 The loading and unloading of parcel machines takes place according to the times shown in the parcel 
machines loading and unloading schedule. The schedule is available at the Post’s website omniva.ee. 

 Receiver will be notified about arrival and location of the shipment by SMS containing a door code 
necessary for opening the locker. If the Sender provides Receiver´s e-mail address, an additional 
notification will be sent via e-mail. 

 The storage time of the shipment in a parcel machine is 7 (seven) calendar days. 

 If the shipment is not picked up from a parcel machine within named storage time, it will be returned to 
the Sender, who is obligated to pay the cost of the shipment’s return and the initial postage for the 
service. In case the Sender pays a service fee and the additional-service shipment is not picked up 
during the storage time, the Sender pays both the forwarding and storage fee in addition to the return 
fee for the shipment. 

3.1.8 E-purchasing service – sending through a post office is a service where the Sender puts the 
shipment to a parcel machine or hands over the shipment in a post office in the Republic of Estonia and 
the shipment is delivered to the Receiver from a post office in the Republic of Estonia. 

 The shipment will be available to the Receiver in any parcel machine day (two days in case of Republic 
of Lithuania) after the shipment has been handed to the post office only if the shipment has been 
handed over to a parcel machine before the unloading time that is shown in the parcel machine’s 
loading and unloading schedule. 

 Receiver will be notified about arrival and location of the shipment by SMS/e-mail. 

 The storage time of the shipment in a post office is 15 (fifteen) calendar days. 

 If the shipment is not picked up from a parcel machine within named storage time, it will be returned to 
the Sender, who is obligated to pay the cost of the shipment’s return and the initial postage for the 
service. In case the Sender pays a service fee and the additional-service shipment is not picked up 
during the storage time, the Sender pays both the forwarding and storage fee in addition to the return 
fee for the shipment. 

3.1.9 E-purchasing service – courier delivery is a service where the Sender puts the shipment into a 
parcel machine or hands it over in a post office in the Republic of Estonia and the shipment is delivered 
by a courier in the Estonian Republic. 

 The shipment will be delivered to the Receiver by courier on the next work day after the handover day 
at 8.00–20.00 Shipments must be delivered to a parcel machine before the emptying time which is 
marked in the schedule of loading and emptying of parcel machines. Shipments addressed to the islets, 
will be delivered according to the timetable of transport connection. 

 The Receiver will be called in advance and a suitable delivery time will be agreed upon during a courier 
delivery. 

http://www.omniva.ee/
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 In case of unsuccessful delivery attempt, the shipment will be stored in a parcel machine or a post office 
and a shipment´s arrival notification will be sent to the Receiver via SMS/e-mail. 

 The storage time of the shipment in a post office is 7 (seven) calendar days. 

 If the shipment is not picked up, then it will be returned to the Sender, who is obligated to pay the cost 
of the shipment’s return and the initial postage for the service. In case the Sender pays a service fee 
and the additional-service shipment is not picked up during the storage time, the Sender pays both the 
forwarding and storage fee in addition to the return fee for the shipment. 

3.2 Additional services 

Additional services can be ordered at the post office or in business customer e-service or private 
customer e-service. No additional services are available in the parcel machine when formalizing a 
shipment. 

3.2.1 Fragile is an additional service that ensures careful handling of fragile shipments on transport and 
processing, provided the shipment is duly packaged and labelled with the “Fragile” label.  

3.2.2 Cash on delivery is additional service available for business customers with pre-labelled shipments and 
for private customer with the service parcel machine – sending from post office. 

 The Sender determines the amount of cash on delivery and marks it in EUR on the address label. The 
maximum sum cannot exceed the combined value of shipment’s content and of the postage. 

 The Sender pays for the postage and for the additional service. 

 Post will transfer the sum to the Sender or to the bank account of a physical person or legal entity 
designated by the Sender. 

3.2.3 ID-card identification is an additional service for business customers where the shipment is issued to 
the Receiver only in case a personal identification code provided by the Sender matches with the 
personal identification code on Receiver’s ID-card. Personal identification code sent by the Sender is 
prerequisite for ordering this service. 

3.2.4 Delivery confirmation SMS/e-mail is an additional service where the Sender gets a notification by 
SMS or e-mail about delivery of the shipment to the Receiver. 

3.2.5 Parcel code – SMS/e-mail is an additional service that is meant for customers that do not have the 
ability to print out address cards. The additional service is available in the private customer’s e-service. 

 The customer formalizes the shipment in the private customer’s e-service and orders a parcel code with 
an SMS/e-mail. 

 The customer prints the shipment’s address card from the parcel machine. 

3.2.6 Paid parcel – text message / e-mail is an additional service, in which a business customer can 
formalise a shipment in e-service and send the parcel code to a private customer by text message or e-
mail. 

 Upon an agreement between two parties, the additional service enables to send shipments at the 
expense of a business customer. 

 The additional service is available only to business customers upon formalising shipments in e-service. 

3.2.7 Paid by receiver is an additional service where the Receiver of a shipment pays for the postage. In 
case the Receiver refuses to pay, the shipment will not be issued, will be returned to the Sender and the 
Sender is obligated to pay for the postage. The additional service is only available for business 
customers or private customers that use E-purchase services (clauses 3.1.7–3.1.9). 
 

3.2.8 Return notification – SMS/e-mail is an additional service where the return notification is sent to the 
Sender via SMS or e-mail in case shipment’s storage time has passed or the Receiver has declined to 

accept the shipment. 

3.2.9 Insurance is an additional service offered to business customers, in which the Sender is paid 
compensation in case shipments are damaged or lost in the amount of damages, but no more than the 
value of the contents of the shipment specified by the Sender. 

 The maximum insurance value is up to 4,500 (four thousand five hundred) euros. 

 Upon insuring a shipment, the Sender pays insurance premium for the shipment according to the price 
list of Post. 
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 The Sender determines the value of shipment in full euros within the actual cost of the contents of the 
shipment. The Sender may specify a partial cost of the contents as the value of shipment, and pay 
insurance premiums for the partial cost. If the Sender discloses the partial value of contents, Post shall 
be liable for damages to the shipment in the extent of its partial value, but no more than the actual cost 
for damages. 

3.2.10 Issue to persons at the age of 18+ is an additional service, in which the Receiver’s full age is 
checked, and the shipment is issued only to adults between 10 am and 10 pm. 

 The additional service is available only to business customers and it requires labelling the shipment with 
a special label. 

3.2.11 Same day service is an additional service, in which the shipment is delivered to the Receiver on the 
day of handing over the shipment in areas specified in the agreement concluded between Post and a 
business customer. 

 The additional service is available only when formalising the shipment in e-service. 

3.3 Loading and emptying hours of parcel machines 

Loading and emptying hours of parcel machines are available at the post office and on our website 

omniva.ee. 

4. CHANGING THE PRICELIST AND PRICE INFORMATION OF THE PARCEL MACHINE 

SERVICES 

4.1 Parcel machine services and additional services are paid for according to the price list established by 
Post. Price list is available at the post office and on our website omniva.ee. 

4.2 Business client’s prices only apply to business customer’s pre-labelled shipments about which pre-sent 
electronic information is forwarded to Post. 

4.3 Post will notify its customers of any change in the parcel machine service prices through their official 
website omniva.ee. Business customers will be notified of any change in prices in a written form that can 
be reproduced (e-mail, note in the invoice or a letter) at least 30 (thirty) calendar days before changes 
take effect. 

4.4 Customers of parcel machine services can pay for the service with cash or non-cash settlements, 
including a credit/ debit card or mobile payments depending on technical capabilities of postal service in 
the area. Post shall issue a document certifying the payment to the Sender. 

4.5 User of parcel machine services will pay for the service at the time of handing over the shipment or in 
accordance with a contract between Post and the postal service user. 

4.6 In determining the price of a shipment handed over to the Post by a private customer, the locker size of 
parcel machines are used as a basis (sizes S, M, L). When it is discovered in the course of sorting 
shipments that the size of a shipment marked by the Sender (S, M, or L) does not correspond to the 
measures of S, M, or L, the Post is entitled to request that the Sender pay an additional fee in 
accordance with the actual dimensions of the shipment.  

4.7 In determining the price of a shipment of a business customer, the dimensions of the shipment added by 
the sorting line (S, M, L) is used as a basis. At the moment of formalising a shipment, a business 
customer cannot choose the size of the locker, as a business customer may place several shipments into 
a single locker, provided that all shipments are scanned separately. 

 

5. CONTENTS OF THE SHIPMENT 

5.1 It is prohibited to send the following items with parcel machine services: 

 weapons and parts thereof; 

 ammunition and parts thereof; 

http://www.post24.ee/
http://www.post24.ee/
http://www.post24.ee/
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 indecent or immoral items and publications that are pornographic or erotic in content and depict child 
pornography, zoophilia, necrophilia or violence;  

 cylinders, incl. tear gas or nerve gas cylinders;  

 hazardous substances or substances that explode or ignite easily; 

 poisonous and radioactive substances; 

 biologically infectious substances; 

 narcotic or psychotropic substances and medication containing these substances; 

 whole blood or blood components; 

 acids; 

 highly perishable foodstuffs; 

 live animals, birds, fish, insects; 

 poisonous plants; 

 items that, due to their characteristics or packaging, may jeopardize the addressee, postal workers, soil 
or damage other postal items, postal devices or the assets of third parties, money and securities; 

 items and substances, which export in the Republic of Estonia or circulation in the Republic of Estonia, 

Republic of Latvia, Republic of Lithuania is banned; 

 other items and substances, which sending is banned on the basis of applied laws. 

6. HANDING ORDER TO THE COURIER 

6.1 Business clients can hand an order to the courier through business customer e-service or via phone or 
via e-mail. The order must include the following information: 

 Sender’s name; 

 Loading address; 

 Sender’s phone number; 

 Time and date; 

 Type of shipment, quantity, weight, special requirements. 

6.2 Private customers can hand an order to the courier in the private customer e-service omniva.ee. 

7. ACCEPTANCE AND ADDRESSING OF THE SHIPMENT 

7.1 Shipments can be handed over to Post: 

7.1.1 In all parcel machines for 24 (twenty-four) hours a day (except for the Tallinn Viru Bus Terminal). The 
locations of parcel machines are available at the post offices and on our website omniva.ee; 

7.1.2 in all post offices during their opening hours; 

7.1.3 to couriers according to the collecting hours. While handing the shipment to a courier standard terms 
and conditions for courier services must be taken into account. These standard terms and conditions are 
available on omniva.ee. 

7.2 All business client’s shipments must be pre-labelled prior to handing them over. 

7.3 Larger quantities of shipments are preferably handed over in the sorting centre or to the courier. 

7.4 Post has the right to abstain from accepting or forwarding shipments which do not conform to 
requirements provided in present standard terms and conditions and Post’s “Packaging Guide”. 

8. PACKAGING CONDITIONS 

8.1 The Sender will choose the packaging of the shipment. The guide for packaging is available on 
omniva.ee titled “Packaging and Labelling Guide”. 

http://www.post24.ee/
http://www.post24.ee/
http://www.post24.ee/
http://www.omniva.ee/
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8.2 It is prohibited to place a shipment in a parcel machine if its packaging must be crushed for it to fit in a 
locker. 

9. DELIVERY AND RETURN OF THE SHIPMENT 

9.1 Until the shipment is issued to Receiver, it belongs to the Sender. 

9.2 The shipment is issued to the Receiver through one of the channels determined by the Sender: parcel 
machine, post office or by courier. In case of issuing from a post office or by courier, additional UTP 
general conditions or courier service standard terms and conditions apply. 

9.3 In case of issuing the shipment from a parcel machine, the Receiver is identified by the personal door 
code which is sent to the Receiver via SMS/e-mail. After typing in the door code, parcel machine will 
open the door of the locker where the shipment is located. 

9.3.1 The Receiver is notified about arrival of the shipment by SMS/e-mail as soon as parcel reaches the 
parcel machine. The text message notifications are forwarded to Estonian, Latvian and Lithuanian phone 
numbers. If the phone number of the Receiver is wrong or changed, the notification of the arrival of a 

shipment is sent to the Sender’s phone number along with the door code. In this case, the Sender shall 
forward the door code the Receiver themselves. 

9.3.2 In the event described in clause 9.3.1 the notification of the arrival of a shipment can be ordered from 
the Omniva Customer Service Centre by e-mail at info@omiva.ee or by phone at 6616616 

9.3.3 The SMS/e-mail also contains additional conditions of issuing the shipment: ID-card identification and/or 
COD if they were requested by the Sender. 

9.3.4 Reminding notification will be sent to the Receiver on the 4 (fourth) calendar day after the arrival of the 
shipment if it has not been issued by that time. 

9.3.5 The storage time of a shipment in a parcel machine is 7 (seven) calendar days. Shipment will be sent 
back to the Sender, if within 7 (seven) calendar days the parcel is not issued from the parcel machine. 

9.4 Rerouting a shipment 

9.4.1 Shipment cannot be redirected from the parcel machine to a post office or to be delivered by a courier. 

9.5 Issuing from a post office 

9.5.1 The Receiver is notified via SMS/e-mail about the arrival, location and conditions of issuing the 
shipment: ID-card identification and/or COD if they were requested by the Sender. 

9.5.2 A person receiving the shipment confirms the delivery by signing the notification of arrival of the 
shipment or any other document certifying issuing of the parcel, and provides the following information: 

 first and last name; 

 identification document number (in case the person is entitled to representation, name of the document 
certifying the right for representation); 

 date of delivery; 

 relation to the Receiver, in case a person receiving the shipment is not the Receiver. 

9.5.3 The storage time of a shipment in a post office is 15 (fifteen) calendar days. The shipment will be sent 
back to the Sender, if within 15 (fifteen) calendar days the parcel is not issued from the post office. 

9.5.4 If the customer wishes to store the shipment in the post office longer than the 15 (fifteen) calendar days 
allowed in the general conditions, then the Post will have the right to demand additional fee for storage 
from the Sender or the Receiver according to the current pricelist for every additional calendar day. 

9.5.5 Issuing by a courier is based on standard terms and conditions of courier service, which are available at 
omniva.ee. 

9.5.6 Return of the shipment 

9.5.6.1   Business customers are offered a service of returning of the shipments upon a separate agreement with 
Post, in case of which the Receiver has the right to return the shipment to the Sender within 14 
(fourteen) calendar days as of receiving the shipment.  

9.5.6.2   The Receiver will receive by SMS/e-mail along with the door code a return code. With this return code 
the Receiver has the right to return the shipment to the sender for free. 

mailto:info@omiva.ee
http://www.post24.ee/
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9.5.6.3 Shipments that were issued from post office or by a courier can also be returned to the Sender via 
parcel machine. In these cases a bar code on the shipment must be scanned or typed in manually. If the 

shipment is allowed to be returned and the required time has not elapsed, the shipment can be returned 
for free to the Sender. 

9.5.6.4 The price of the return is the same for all shipment sizes. 

10. DOCUMENTS ON A BASIS OF WHICH SHIPMENTS SHALL BE ISSUED 

10.1 In case of issuing a shipment from a parcel machine a shipment arrival SMS/e-mail containing the 
“door code” sent to the Receiver’s phone and/or e-mail account is required. 

10.2 In case of issuing the shipment by means of a parcel machine with the additional service „ID-card 
identification“ an ID-card and parcel arrival SMS/e-mail containing the “door code” sent to the Receiver’s 
phone/e-mail account are required. 

10.3 In case the shipment is delivered by a courier or issued in a post office, the Receiver must present one 
of the following documents: 

 Passport of the Republic of Estonia; 

 Identity card of the Republic of Estonia (ID-card); 

 Identity card of a European Union Member State, member state of the European Union or an identity 
card of a citizen of the Swiss Confederation; 

 alien’s passport; 

 diplomatic passport; 

 temporary travel document; 

 travel document of a foreign country (passport issued in a foreign country); 

 refugee travel document (document for foreigner who has been given an asylum in Estonia); 

 seaman’s service book; 

 certificate of record of service on Estonian ships; 

 motor vehicle driver’s licence. 

 certificate of return; 

 permission for return 

11. RESOLUTION OF COMPLAINTS AND APPLICATIONS 

11.1 The Sender or the Receiver may submit a written complaint for compensation in case of improper 
delivery; damage etc. of shipment no later than within 30 days after the date the shipment was posted. 

11.2 While using the service “Parcel machine – Delivery by courier” to send a shipment to countries marked in 
the pricelist (except the Republic of Estonia, Republic of Latvia and Republic of Lithuania) the Sender or 
the Receiver has the right to submit a written complaint for the shipment being delivered not in 
accordance with the requirements, damages or for any other such loss no later than 6 months (6 days in 
the Republic of Finland) from the day the shipment was mailed. 

11.3 Complaint or application must be submitted to Post by letter, fax or e-mail. Corresponding contacts are 
available in post offices and on the website of Post omniva.ee. 

11.4 If the Sender has formalised a shipment in e-Service and immediately paid for it but has not transferred 
the shipment to the Post within fourteen (14) calendar days, they are entitled to apply for a refund of 
the delivery fee. If a courier was asked to pick up the shipment but it was not transferred to the courier, 
the Post is entitled to deduct the fee for the courier pick-up order from the delivery fee to be 
compensated. 

11.5 The application must contain the following information: 

 Petitioner’s first and last name or business name of legal entity, address, phone number, bank account 
number, if the reason for the application is compensation; 

http://www.post24.ee/
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 Details of the shipment underlying the application (type of parcel machine service, parcel code, name of 
the insertion point post office/parcel machine, date of the dispatch, name of the addressee and address 
and in case of cash on delivery additional service the sum); 

 In case of loss of shipment or its contents, or damage, the application should contain a detailed list of 
the contents and the value of items; 

 the manner in which the answer should be given (in oral or written form, by post or by e-mail). 

11.6 If the user of parcel machine services is submitting application for several shipments that are addressed 
to different recipients, an application must be submitted for each shipment separately. 

11.7 Post will review the petition as soon as possible but not later than within 10 (ten) days from the date of 
filing complaint or claim and will answer in a form preferred by the petitioner. If it is not possible to give 
a conclusive answer within the named timeframe, the petitioner will be notified about this in written 
form and the final answer will be given within 1 (one) month. If it will take longer that one month, the 
petitioner will be notified as soon as possible. 

11.8 If application or complaint cannot be resolved, the petitioner will be given an answer with corresponding 
explanations (references to valid legal acts or policies). 

11.9 Person may submit a written complaint to Competition Authorities on the activity of Post that conflicts 
with the legislation of the Republic of Estonia or general conditions or can turn to court to protect their 
legal rights. 

12. PROPRITARY RESPONSIBILITY AND COMPENSATION FOR DAMAGE 

12.1 Post is liable for proprietary damage that is caused: 

12.1.1 if registered and insured shipments are lost; 

12.1.2 if shipment is damaged by fault of Post; 

12.1.3 if the COD amount is not collected from the Receiver in full or in part. 

12.1.4 In case of a late shipment, Post’s liability is restricted and only the cost for sending the shipment is 
compensated if the Sender applies for that from Post. 

 A shipment that reaches the destination later than the agreed Delivery day is deemed late shipment. 

12.2 In case of loss or damaging the shipment Post will carry proprietary liability maximum of 320 Euros, but 
not more than the actual amount of damage. In addition the postage will also be reimbursed, if it is 
already paid by the Sender or the Receiver. 

12.2.1 If in case of loss or damaging the Sender will not deliver to Post any proof (for instance invoice, the 
bank statement etc.) about the cost of shipment’s contents, which would enable Post to value the real 
amount of damage, then Post will carry proprietary liability in sum of 10,67 Euros per 1 kg (maximum of 
320 Euros). In addition the postage will also be reimbursed, if it is already paid by the Sender or the 
Receiver. 

12.3 In case of the loss, theft or damage to an insured shipment, the Post shall bear proprietary liability in the 
extent of the declared value of the shipment, but not more than the actual damage amount. If the 
Sender has declared only part of the value of the shipment, the Post will be liable to the extent of the 
declared partial value. 

12.4 In case the COD amount is not collected from the Receiver in full or is collected only in part or paid out 
to the Sender in the wrong amount, Post is responsible to the extent of the difference between the 

collected amount and the amount assigned by the Sender to the shipment. 

12.5 In case of issuing from a post office or by a courier, the Receiver must identify violations of the 
packaging immediately at the receiving of the shipment. A parcel with a damaged packaging is opened 
upon request of the Receiver and if the content is damaged then the Receiver has the right to not accept 
the shipment. Later claims will not be taken into account by Post and the Receiver will not have the right 
to claim a compensation for damages. 

12.5.1 In case of issuing from a courier a corresponding note will be made on an address label, that should be 
confirmed by the Receiver’s and postal worker’s signatures. On the basis of note made to an address 
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label or delivery order, act will be created in the post office about the damage and the Sender will be 
informed about it. 

12.5.2 In case of issuing from post office, the act will be created about the damage of which one copy will be 
given to the Receiver. 

12.6 In case a parcel issued from a parcel machine is damaged, the Receiver must immediately turn to the 
nearest post office or notify Post immediately by e-mail at info@omniva.ee. When notifying of a 
damaged shipment by e-mail, photos of the packaging and damages to the contents of the shipment 
shall be attached to the e-mail. 

12.7 Indirect damage, including lost profits is not compensated. 

12.8 The Sender is responsible for contents of the shipment. If the Sender has presented false information on 
the contents of the parcel or if contents do not meet the standard terms and conditions requirements 
(including shipment of prohibited items) or the packaging and labelling requirements are not met, the 
Sender is holding the full responsibility for damages caused to postal workers, Post or third parties 
(including penalties imposed on Post). 

12.9 If the shipment is lost or its contents damaged due to the force majeure circumstances, for which 
compensation is not paid, the Sender has the right to reclaim the paid postage. 

12.10 In general, Post pays compensation to the Sender, who has the right to reassign the benefit to the 
Receiver notifying Post about it in the written form. The Sender or the Receiver may authorise a third 
party to receive the compensation. 

12.11 Post will pay the compensation immediately after it has been revealed, that the shipment has been 
destroyed or the search results had proven it to be lost. 

12.12 Compensation will be paid in Euros. Compensation shall be transferred to the beneficiary’s bank account. 

12.13 If after the payment of compensation lost shipment or a part thereof will be found, Post will notify the 
beneficiary that he is entitled to receive the lost shipment or a part thereof within 3 (three) months if he 
refunds the compensation paid. If the beneficiary refuses the found shipment or does not respond to 
Post within 10 (ten) working days with a wish to accept the lost shipment, Post will send the same 
notification to the Sender or the Receiver (the person, who was not paid the compensation) giving the 
person the same period to respond. 

12.14 If both the Sender and the Receiver decline to accept the found shipment or do not respond to the 
notification within the given period, the ownership of the shipment will go to Post, who paid the 
compensation for its loss or destruction. 

12.15 Post is not responsible for: 

12.15.1 cases of force majeure (definition provided in point 12.17) and cases where Post cannot account for 
shipments due to destruction of legal documents caused by the force majeure, provided that Post’s 
responsibility is not otherwise proven; 

12.15.2 loss of or damage to a shipment caused by the fault or negligence of the Sender or by nature of 
contents of the shipment; 

12.15.3 possible damages caused by fluctuations in the temperature; 

12.15.4 shipments that contain prohibited items named in present standard terms and conditions; 

12.15.5 shipments that are seized in accordance with legislation; 

12.15.6 shipments that have not been presented inquiries for within 6 (six) months from the day after shipment 
was dispatched; 

12.15.7 the Sender acting malevolently with the goal to get a compensation. 

12.15.8 If the Sender has marked a wrong phone number of the Receiver on the shipment by mistake, and 
therefore, the shipment is issued to a third person; 

12.15.9 If a shipment is not packaged and labelled in accordance with the requirements and the “Fragile” 
additional service is not used for fragile and delicate items (e.g. glass, ceramics, electronic items, etc.). 

mailto:info@omniva.ee
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12.15.10 It the shipment size is smaller than the minimum measurements of 9 cm (width) and * 14 cm (length) 

12.15.11 If the Sender has not confirmed delivering the shipment to Post in compliance with the directions 
displayed on the parcel machine screen. 

12.16 Post responsibility will remain in the following cases: 

12.16.1 if damage or deficiency of the shipment is discovered prior or at the time of issuing; 

12.16.2 if in the case of a returned shipment, the Sender accepts it with the provision that the shipment is looted 
or damaged and immediately submits a damage claim without leaving the post office; 

12.16.3 if despite the shipment being correctly issued, the Receiver or the Sender (in case of returned parcel), 
notes without leaving the post office that he/she has discovered the theft of or damage to the contents 
of the shipment. 

12.16.4 The person applying for compensation must prove that the theft or damage did not occur after the 
delivery. 

12.17 Force majeure is a circumstance that Post could not influence and could not reasonably be expected to 
have taken into consideration; or avoided when the contract was signed; or would overcome the non-
contractual obligations while they develop or be able to avoid them. Force majeure includes, among 
other things, the occurrence of technical obstructions independent of Post, as well as hindrances to the 
provision of the service caused by natural disasters, catastrophes, adverse weather conditions, results of 
war or some other extraordinary occurrence that Post could not foresee or prevent. 

13. REGULATION FOR OPENING, RETAINING, SELLING AND DESTROYING PARCEL 

13.1 Post has rights to open a shipment: 

 to protect or to fix the condition of content of damaged shipment; 

 in case a reasonable doubt exists that the shipment’s content is missing or according to the exterior 
quality of the shipment it can be assumed that the contents have been despoiled and/or that other 
shipments are in jeopardy; 

 to avert possible physical danger arising from the shipment to persons or items. In case of physical 
danger Post is obliged to inform Rescue Services immediately; 

 in case the delivery of shipment is impossible. The delivery is impossible if it is impossible for Post to 

deliver the shipment to the Receiver and to return it to the Sender and the shipment’s storage time has 
already passed. 

13.2 Post’s personnel witnessing the opening of a shipment are obliged to withhold any information attained 
about the shipment’s contents according to Postal Secret. 

13.3 Every time a shipment is opened by Post’s personnel an act must be created and compiled. The act must 
contain the reason for opening, exact description of the exterior quality of the shipment, shipment’s 
weight prior to opening and after closing it. The act will also contain a full list of all the contents of the 
shipment and exact description of each item (name, quantity and weight in case of goods). The act will 
also include information about shipment’s contents which are missing, spoiled or damaged and 
information which parts of the shipment will be delivered. 

13.4 The reason for opening the shipment will be marked on the shipment or to the report attached to it. 

13.5 Shipment’s contents which are considered useless or are prohibited to be sent with parcel machine 
services will be eliminated from the shipment. 

13.6 After opening and eliminating spoiled, dangerous or prohibited items, the shipment will be sent with 
copy of the act to the Receiver (except in the case of impossible delivery). Copy of the act about 
eliminating spoiled, dangerous or prohibited items will also be sent to the Sender of shipment. 

13.7 Shipments with contents that spoil fast will be destroyed on site after opening the shipment. 

13.8 Shipment’s contents with low value or written notes will be destroyed after 6 (six) month. Shipment’s 
contents will be destroyed in the manner best suitable for protecting Postal Secret and personal 
information. 
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13.9 Remaining shipment’s contents will be sold after six (6) months on condition, that it won’t violate the 
Sender’s or the Receiver’s privacy. Items removed from the shipment: 

 food products, old or abraded items and other non-valuable items will be destroyed; 

 gold and silver pieces, precious stones and metals or items which contain them and other valuable 
content will be sold on condition, that it won’t violate the Sender’s or the Receiver’s privacy. 

 The fate of each of the documents and other items not mentioned in previous points will be separately 
decided upon by the committee carrying out the opening of the shipments. 

13.10 Money coming from selling shipment’s contents will be kept by Post. 


