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1. GENERAL PROVISIONS 

These Standard Terms and Conditions for Parcel Machine Services set forth the procedure for the provision of parcel machine 
services provided by AS Eesti Post (hereinafter: the Post) and regulate the mutual rights and obligations of the Post and the user 
of the parcel machine services. 

In addition to the standard terms and conditions, the relationships between parties are also regulated by laws of the Republic of 
Estonia, the General Terms for the Service Contracts of AS Eesti Post (not applicable to private customers), the AS Eesti Post 
Principles of Processing Customer Data, the AS Eesti Post User Terms and Conditions for the E-service and the price lists. 

If amendments are made to legislation and any provision of the standard terms and conditions becomes invalid in part or in full, 
the remaining standard terms and conditions will remain valid. 

The standard terms and conditions, the price lists and other specifying documents related to the provision of parcel machine 
services are available on the Post’s website www.omniva.ee and at post offices, furthermore, the terms and conditions and the 
prices of main services are available in a parcel machine. 

2. DEFINITIONS 

The terms used in the standard terms and conditions are defined as follows: 

Aadress card – a document affixed to the shipment including the data required for forwarding the shipment. 

Forwarding – the process that includes collecting a shipment from the Sender, post office or parcel machine, sorting and 
transporting the item and delivering it to the Recipient via a parcel machine, post office or by courier. 

Pre-registered shipment – a shipment that is pre-registered in the Post’s web environment, equipped with an address card 
received from the e-service and about which pre-sent electronic information has been sent electronically to the Post.  

Private customer – a person who has not entered into the General Terms contract with the Post. 

E-service – an electronic self-service environment of the Post (Omniva) for registering shipments, formalising address cards, 
and paying for services. 

Storage time – the time (in calendar days) for storing a shipment in a post office or parcel machine. 

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

Customer return – a shipment that is returned to the Sender by the Recipient and the delivery costs of which will be paid by 
the original Sender. 

Delivery – the delivery and issuing of the shipment to the Recipient according to the will of the Sender and the terms of the 
service selected for the shipment. 

Loading point – the address marked on an address card, where the loading or unloading of the shipment takes place. Loading 
point is an area with a hard and smooth surface that is not inclined and has no steps, and is located on the same level as the 
road. The Sender or Recipient must ensure access to the loading point. 

Additional service – a service that supplements the main service or adds value to it. The Post has the right to charge an 
additional fee for additional services. 

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

Parcel machine – a device with fixed location, which allows accepting shipments from the Senders and issuing them to the 
Recipients. 

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

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

Shipment – a shipment unit properly addressed and packaged to be delivered from one Sender to one Recipient, the movement 
and issuing of which is traceable. 

Notice of arrival of the shipment – a notice to be sent to the Recipient regarding the arrival of the shipment and the place of 
its storage and issue. The notice of arrival of the shipment is sent to the Recipient by SMS or e-mail. 

Recipient – a person to whom or to whose address the shipment is to be delivered. 

Sender – a person who is responsible for the contents of the shipment, and at whose will and on whose behalf the shipment is 
handed over to the Post for delivery. 

Sorting centre – a structural unit of the Post where the sorting and distribution of domestic and international shipments for 
postal facilities take place. The sorting centre is located at Rukki tee 7, Lehmja, Rae vald, Harju maakond, 75306. 

The minimum measurement of the shipment – the smallest measurements of a shipment that a customer is permitted to 
hand over to the Post, which are: length 14 cm, width 9 cm, height/thickness 1 cm, weight at least 50 g. If a shipment is under 
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these measurements, the Post cannot be held liable for direct damage that may occur upon loss of or damage to the shipment 
due to the fault of the Post, unless the damage occurred intentionally or due to gross negligence. 

Size S – the size on a basis of which the delivery fee of a shipment is calculated, the minimum dimensions of which are 1 cm 
(height) * 9 cm (width) * 14 cm (length), and the maximum dimensions of which are 9 cm (height) * 38 cm (width) * 64 cm 
(length) and the real weight not exceeding 30 kg. 

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

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

Return code – a six-digit code (consisting of numbers and/or letters) contained in the notice of arrival of the shipment, which 
enables to return the shipment to the Sender via a parcel machine. 

Working days – in the context of the standard terms, all days of the week except for Saturday, Sunday and public holidays. 

Door code – a code of six digits contained in the notice of arrival of the shipment, which opens the parcel machine’s  locker that 
contains Recipient’s shipment. 

Pick-up point – a service point operated by the Post or by the Post’s contractual partner, through which shipments are issued. 

Business customer – a person who has entered into the General Terms contract with the Post. 

General Terms – the General Terms for the Service Contracts of AS Eesti Post, which are entered into with the Sender and 
which establish the basic principles for relations between the Post and the Sender, and the general conditions for performance of 
contracts between the parties. The General Terms apply to all AS Eesti Post contracts entered into between the Post and the 
Sender. 

3. PRIMARY REQUIREMENTS FOR SHIPMENTS, AND RIGHTS AND RESPONSIBILITIES 

OF PARTIES 

3.1. Parameters 

Shipments handed over to the Post must meet the following conditions: 

3.1.1 Minimum size and weight: length 14 cm, width 9 cm, height/thickness 1 cm, weight at least 50 g. If a shipment is 
under these measurements, the Post cannot be held liable for direct damage that may occur upon loss of or damage to 
the shipment due to the fault of the Post, unless the damage occurred intentionally or due to gross negligence. 

3.1.2 Maximum size and weight: length 64 cm, width 38 cm, height 39 cm, weight not exceeding 30 kg. In case of oversized 
and/or overweight shipments, the Sender/Recipient will be contacted, the shipment will be reregistered to be delivered 
via post office or courier, or to be returned according to the possibilities and the request of the Sender/Recipient. Business 
customers must pay for the shipment according to the re-registered service, while private customers must pay the price 
difference compared to the other service, based on the business customer price list. 

3.1.3 It is prohibited to place a shipment into a parcel machine if the parcel must be compressed into the locker to make it fit. 
If the parcel has the maximum permitted measurements for its size (S, M – both height and width) it is recommended to 
use a larger locker to allow the courier or Recipient to extract the parcel more easily. The actual size of a compressed 
parcel is determined by a re-measurement of the parcel on the sorting line; the Sender/Recipient pays for the service 
based on the size as measured on the sorting line. If a shipment has been compressed, the Post cannot be held liable for 
direct damage that may occur upon loss of or damage to the shipment due to the fault of the Post, unless the damage 
occured intentionally or due to gross negligence. 

3.2. Packaging and labelling 

3.2.1 Shipments must be packaged and labelled pursuant to the Packaging and Labelling Guidelines, which are available 
on the website www.omniva.ee. Unpackaged shipments may not be handed over into a parcel machine nor to a courier. 

3.2.2 The Sender of the shipment is responsible for choosing the appropriate packaging. The Post has the right, but not the 
obligation, to refuse to accept a shipment if it is not packaged according to the requirements. The Post is not responsible 
for possible damage caused by non-compliance with packaging and labelling requirements. 

3.2.3 General requirements: 

 The packaging must be durable and take into account the means and duration of transport. The packaging material 
must ensure that the contents remain intact and undamaged during handling and transport. 

 The packaging material must be selected based on the shipment contents, size, weight, and shape. 

 The packaged shipment must be able to withstand falls on the corner from a height of up to 110 cm (due to the fact 
that the sorting of shipments takes place on an automated sorting line). 

 Special attention must be paid to packaging (incl. the filling material) in the case of a shipment requiring special 
handling (shipments containing fragile items; liquids, powders or fine grains; items requiring transportation in a certain 
position; etc.). Delicate and easily breakable items must be packaged so that they do not come into contact with each 
other or any inner side of the external packaging (box). 

http://www.omniva.ee/
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It is compulsory to use the additional service “Fragile” with the corresponding special marking. The use of the 
additional service and the corresponding special labelling does not exempt from proper packaging. Business customers 
must affix a special handling label onto the shipment before handing the shipment over to the Post – business 
customers are provided with label stickers by the customer manager. Private customers can buy and affix the relevant 
label sticker at a post office (onto the parcel that is pre-registered in the private customer e-service and handed over 
via parcel machine, the “Fragile” sticker will be affixed by a courier or parcel handler). 

 When sending and packaging temperature-sensitive shipments, the method and duration of transport must be 
considered (incl. possible storage time and return time if a shipment is unclaimed by the Recipient). 

 The package must be sealed on every side – there may be no loose edges or projecting ends. 

 The shipment may not pose a risk to the persons involved in handling, nor may it soil or damage other shipments. 

 The selected packaging must prevent anyone from accessing the contents of the shipment without causing visible 
damage to the package. 

 The shipment must be provided with the address data of the Sender and the Recipient! 

 The barcode of the shipment must be fully readable – it cannot be creased, curved or fixed across the edge of the 
package or where the package flaps meet, it must not be covered with film or tape. 

 Detailed guidelines and special requirements are given in the Packaging and Labelling Guidelines. 

3.3. Prohibited content 

3.3.1 Before sending a shipment, the Sender is obligated to make sure that the sending of the content of the shipment by post 
is permitted, or permitted on special conditions. 

3.3.2 In the case of prohibited content or in the case of such suspicion, the Post has the right to refuse to accept and forward 
a shipment. Upon acceptance of a shipment, the Post’s employee has the right to demand the Sender to open the 
shipment to make sure that it does not contain substances or articles prohibited for sending by post, incl. substances or 
articles that may be sent under special conditions and/or are hazardous. The shipment shall not be accepted for delivery 
if the Sender refuses to open it. 

3.3.3 It is prohibited to send the following items and substances: 

 weapons and parts thereof; 
 ammunition and parts thereof; 
 cylinders, incl. tear and nerve gas cylinders; 
 inert explosives and munitions of war and copies thereof, incl. for example, inert hand grenades and shells and copies 

thereof; 
 explosive, highly flammable and hazardous substances (incl. fireworks, lighters, aerosols, petrol, solvents, matches); 
 radioactive materials; 
 toxic substances; 
 acids; 
 biologically infectious substances; 
 narcotic and other psychotropic substances and medication containing these substances; 
 medicinal products in international postal items if one of the parties to the transaction is a legal entity (e.g. e-shop); 
 whole blood and blood components; 
 perishable substances or substances requiring special preservation temperatures (incl. foodstuffs that require the 

temperature of a refrigerator or freezer for preservation); 

 live animals, birds, fish, bugs (excl. bees, leeches, silkworms, pest parasites and flies of the Drosophilidae family if 
special conditions are met); 

 poisonous plants; 
 items which, by their nature or their packaging, may expose the recipient, logistics or postal workers to danger or soil 

or damage other shipments, logistics and postal equipment or the property of third parties; 
 cash (incl. circulating coins and banknotes) and securities; 
 counterfeited and pirated articles; 
 documents having the character of current and personal correspondence exchanged between persons other than the 

Sender and the Recipient or persons living with them; 

 obscene or immoral articles or printed matter (pornographic or erotic materials; materials depicting child pornography, 
zoophilia, necrophilia or violence); 

 other items and substances the importation or circulation of which is prohibited or restricted by the legislation of the 
destination country (when sent internationally); 

 other items and substances, the importation or exportation of which is prohibited or the circulation of which is 
restricted by other legislation. 

4. TERMS OF PARCEL MACHINE SERVICES 

4.1. Types of parcel machine services 

Parcel machine services are provided for both physical persons and legal entities. 
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Multi-parcel shipments (MPS) are not applicable to parcel machine services. Each separately packaged shipment is deemed a 
separate shipment, and the delivery fee of which must be paid according to the size of the shipment (size S, M, L). 

The delivery times and the emptying times of the parcel machines are available on the Post’s website www.omniva.ee. 

4.1.1 “Parcel machine service” is a service in the case of which the Sender inserts a shipment into a parcel machine and it 
is issued to the Recipient from a parcel machine in Estonia, Latvia or Lithuania.  

 Shipment will be available to the Recipient in accordance with the delivery times available on the website 
www.omniva.ee. The emptying of parcel machines take place according to the schedule of the emptying times, which 
is available on the website www.omniva.ee. 

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

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

 If a shipment is not picked up from the machine within named storage time, it will be returned to the Sender, who is 
obligated to pay the return fee. If a shipment with an additional service “Paid by receiver” is not picked up during the 
storage time, the Sender is obligated to pay for the return fee, as well as the initial delivery fee of the shipment. 

4.1.2 “Parcel machine – post office delivery” is a parcel machine service in the case of which the Sender inserts a shipment 
into a parcel machine in Estonia and it is issued to the Recipient from a post office in Estonia.  

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

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

 If a shipment is not picked up by the Recipient during the storage period, it will be returned to the Sender, who is 
obligated to pay the return fee, in case of prolonged storage period also the storage fee. If a shipment with an 
additional service “Paid by receiver” is not picked up during the storage period, the Sender is obligated to pay for the 
return fee, as well as the delivery fee of the shipment. 

4.1.3 “Parcel machine – courier delivery” is a parcel machine service in the case of which the Sender inserts a shipment 
into a parcel machine and it is delivered to the Recipient by a courier in Estonia, Latvia or Lithuania. 

 Courier delivery service is provided in Estonia, Latvia and Lithuania. Delivery to the small islands depends on the 
availability and frequency of the transportation connections. 

 Delivery in Estonia: 

o Deliveries to private persons are made from Monday to Friday between 08.00–20.00 and on Saturdays 08.00–
16.00 based on the delivery possibilities of the destination. No deliveries are made on public holidays. In the case 
of the delivery to a private person, the Recipient shall be contacted in advance to specify the time of delivery of 
the shipment. The Recipient shall be called by phone to agree upon the time of delivery, or a pre-notifying SMS/e-
mail containing the courier’s arrival time shall be sent. 

o Deliveries to legal entities are made from Monday to Friday between 08.00–17.00 (excl. public holidays). In the 
case of the delivery to a legal entity, one delivery attempt shall be made at the Recipient’s address, without prior 
notification. 

o In the case of failure to deliver/issue the shipment or if the private person as the Recipient is not reachable 
despite repeated attempts to contact the customer, the shipment will be redirected to a parcel machine or post 
office if possible, where it is stored for 7 (seven) calendar days. The Recipient will be sent a notice of arrival of 
the shipment by SMS/e-mail. If the shipment is not picked up by the Recipient during the storage period, it will 
be returned to the Sender, who is obligated to pay the return fee and, in the case of the additional service “Paid 
by receiver”, also the initial delivery fee. 

 Delivery in Latvia and Lithuania is provided in accordance with the local terms, which can be found on the website 
www.omniva.ee. 

4.1.4 “Parcel machine – sending from post office” is a parcel machine service in the case of which the Sender hands over 
a shipment at a post office in Estonia and it is issued to the Recipient from a parcel machine in Estonia, Latvia or Lithuania. 

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

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

 If a shipment is not picked up from the machine within named storage time, it will be returned to the Sender, who is 
obligated to pay the return fee. If a shipment with an additional service “Paid by receiver” is not picked up during the 
storage time, the Sender is obligated to pay for the return fee, as well as the initial delivery fee of the shipment.  

4.1.5 “Parcel machine – courier pick-up” is a parcel machine service in the case of which the Sender hands over the 
shipment to a courier and it is issued to the Recipient from a parcel machine in Estonia, Latvia or Lithuania. 

http://www.omniva.ee/
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 Courier pick-up order can be submitted in the e-service, a business customer also via the courier order web form on 
the Post’s website (courier pick-up times available on the website www.omniva.ee shall be followed). See more in 
clause 6. 

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

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

 If a shipment is not picked up from the machine within named storage time, it will be returned to the Sender, who is 
obligated to pay the return fee. If a shipment with an additional service “Paid by receiver” is not picked up during the 
storage time, the Sender is obligated to pay for the return fee, as well as the initial delivery fee of the shipment.  

4.1.6 “Parcel machine – from sorting centre” is a parcel machine service in the case of which the Sender hands over the 
shipment at the Post’s sorting centre (Rukki tee 7, Lehmja küla, Rae vald, Harju maakond, 75306) and the Recipient 
receives the shipment from a parcel machine in Estonia, Latvia or Lithuania. 

4.1.7 “E-purchase service – parcel machine delivery” is a service in the case of which the Sender inserts a shipment into 
a parcel machine or hands over at a post office in Estonia and the shipment is issued to the Recipient from a parcel 
machine in Estonia. 

 Recipient will be notified about the arrival and location of the shipment by SMS containing a door code necessary for 
opening the locker. 

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

 If a shipment is not picked up from the machine within named storage time, it will be returned to the Sender, who is 
obligated to pay the return fee. If a shipment with an additional service “Paid by receiver” is not picked up during the 
storage time, the Sender is obligated to pay for the return fee, as well as the initial delivery fee of the shipment.  

4.1.8 “E-purchase service – post office delivery” is a service in the case of which the Sender inserts a shipment into a 
parcel machine or hands over at a post office in Estonia and the shipment is issued to the Recipient from a post office in 
Estonia. 

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

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

 If a shipment is not picked up by the Recipient during the storage period, it will be returned to the Sender, who is 
obligated to pay the return fee, in case of prolonged storage period also the storage fee. If a shipment with an 
additional service “Paid by receiver” is not picked up during the storage period, the Sender is obligated to pay for the 
return fee, as well as the delivery fee of the shipment. 

4.1.9 “E-purchase service – courier delivery” is a service in the case of which the Sender inserts a shipment into a parcel 
machine or hands over at a post office in Estonia and the shipment is delivered to the Recipient by a courier in Estonia.  

 Courier delivery is provided throughout Estonia. Delivery to the small islands depends on the availability and frequency 
of the transportation connections. 

 Deliveries to private persons are made from Monday to Friday between 08.00–20.00 and on Saturdays 08.00–16.00 
based on the delivery possibilities of the destination. No deliveries are made on public holidays. In the case of the 
delivery to a private person, the Recipient shall be contacted in advance to specify the time of delivery of the shipment. 
The Recipient shall be called by phone to agree upon the time of delivery, or a pre-notifying SMS/e-mail containing 
the courier’s arrival time shall be sent. 

 Deliveries to legal entities are made from Monday to Friday between 08.00–17.00 (excl. public holidays). In the case 
of the delivery to a legal entity, one delivery attempt shall be made at the Recipient’s address, without prior 
notification. 

 In the case of failure to deliver/issue the shipment or if the private person as the Recipient is not reachable despite 
repeated attempts to contact the customer, the shipment will be redirected to a parcel machine or post office if 
possible, where it is stored for 7 (seven) calendar days. The Recipient will be sent a notice of arrival of the shipment 
by SMS/e-mail. If the shipment is not picked up by the Recipient during the storage period, it will be returned to the 
Sender, who is obligated to pay the return fee and, in the case of the additional service “Paid by receiver”, also the 
initial delivery fee. 

4.2. Additional services 

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

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

4.2.2 Cash on delivery (COD) is an additional service in the case of which the Sender authorises the Post to collect the 
determined amount of COD from the Recipient upon delivery of the shipment and to transfer that sum to the bank account 
indicated by the Sender. The additional service COD is available for business customers with pre-registered shipments 
and for private customers with the service “Parcel machine – sending from post office”.  

http://www.omniva.ee/
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 The COD amount is determined by the Sender. The maximum COD amount shall not exceed the combined value of 
the shipment’s content and of the delivery fee. The COD amount is marked on the shipment’s address card in euros. 

 The delivery fee and the service fee of the additional service “Cash on delivery” are paid by the Sender. 

 The receiver of the COD amount may be the Sender of the shipment or a legal or physical person designated by the 
Sender. The Post will transfer the sum of the COD to the bank account of the Sender or that of a physical person or 
legal entity designated by the Sender. 

4.2.3 Insurance is an additional service offered to business customers, in the case of which the Sender is paid compensation 
in case of damage or loss of the shipment to the extent of the damage, but not 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 fee for the shipment according to the price list of the Post. 

 The Sender determines the value of the 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 the shipment, and pay insurance fee for the 
partial cost. If the Sender discloses the partial value of the contents, the Post shall be liable for damages to the 
shipment in the extent of its partial value, but not more than the actual cost for damages. 

4.2.4 ID-card identification is an additional service for business customers, in the case of which the shipment is issued to 
the Recipient only if a personal identification code provided by the Sender matches with the personal identification code 
on Recipient’s ID card. Personal identification code sent by the Sender is prerequisite for ordering this service. The 
additional service can be used only for shipments issued from a parcel machine in the Republic of Estonia. 

4.2.5 Delivery to a person at the age of 18+ is an additional service, in the case of which the Recipient’s age is checked 
and the shipment is issued only to an adult between 10 a.m. and 10 p.m. The additional service is available only to 
business customers and it requires labelling the shipment with a special label. 

4.2.6 Same day delivery is an additional service, in the case of which the shipment is delivered to the Recipient on the day 
of handing over the shipment in areas specified in the agreement concluded between the Post and the business customer. 
The additional service is available only when pre-registering the shipment in the business customer e-service. 

4.2.7 Delivery confirmation SMS/e-mail to the Sender is an additional service, in the case of which the Sender receives 
a notification by SMS or e-mail if the shipment is delivered to the Recipient. 

4.2.8 Return notification – SMS/e-mail is an additional service, in the case of which the notification of the return of the 
shipment is sent to the Sender by SMS or e-mail in case the shipment’s storage time has passed or the Recipient has 
declined to accept the shipment. 

4.2.9 Parcel code – SMS/e-mail is an additional service available in the private customer e-service, and is for customers 
who do not have the ability to print out an address card. Customer pre-registeres the shipment in the private customer 
e-service and orders the parcel code via SMS/e-mail. Customer prints out the shipment’s address card from a parcel 
machine. 

4.2.10 Paid parcel – SMS/e-mail is an additional service, in the case of which a business customer can pre-register a shipment 
in the e-service and send the parcel code to a private customer via SMS/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 in the business customer e-service. 

4.2.11 Paid by receiver is an additional service, in the case of which the delivery fee will be paid by the Recipient. The delivery 
fee must be paid immediately upon receipt of the sipment (cannot be added to a business customer’s invoice, i.e. cannot 
be paid on credit). If the Recipient refuses to pay the fee, the shipment will not be issued, but shall be returned to the 
Sender and the Sender is obligated to pay for the delivery fee, as well as the cost of return and storage. 

 The additional service is only available for business customers, and for private customers who use the E-purchase 
services (clauses 4.1.7–4.1.9). 

5. PAYMENT FOR SERVICES AND NOTIFICATION OF CHANGES IN FEES 

5.1 Parcel machine services and additional services shall be paid for on the basis of the price list established by the Post 
(available on the website www.omniva.ee and at post offices, prices of the main services also in a parcel machine) or in 
accordance with the agreement contained in the service contract. 

5.2 Business customer prices only apply to the shipments pre-registered in the business customer e-service and about which 
pre-sent electronic information is forwarded to the Post. 

5.3 If the prices of the parcel machine services change, the Post shall publish the new price list on the website 
www.omniva.ee. Business customers shall be notified of any change in prices in a written form that can be reproduced 
(e-mail, note on the invoice or a letter) at least 30 (thirty) calendar days before the changes take effect. 

5.4 Customers can pay for the service by card payment (incl. mobile contactless payment) or in cash, depending on the 
technical possibilities of the Post in the region where the service is provided. The Post shall issue to the Sender a document 
certifying payment. 

5.5 User of parcel machine services pays for the service at the time of pre-registration of the shipment or in accordance with 
a contract between the Post and the service user. 

http://www.omniva.ee/
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5.6 In determining the price of a shipment sent by a private customer, the parcel machine’s locker size is 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 an additional fee from the 
Sender according to the actual dmensions of the shipment, or to refuse to forward the shipment by returning the shipment 
to the Sender. 

5.7 In determining the price of a shipment sent by a business customer, the dimensions of the shipment added by the sorting 
line (S, M, L) is used as a basis. At the time of registering a shipment, a business customer cannot choose the size of the 
parcel machine’s locker, as a business customer may place several shipments into a single locker, provided that all 
shipments are scanned separately and the total weight of the shipments placed into a single locker does not exceed 30 
kg. 

6. ORDERING A COURIER PICK-UP 

6.1 Business customers can place a courier pick-up order in the business customer e-service or by filling in and submitting 
the courier order web form on the website www.omniva.ee. The order shall include the following information: 

 name of the Sender; 
 loading address; 
 phone number of the contact person; 
 date and time requested for pick-up; 
 type of shipment, quantity, weight, special requirements. 

6.2 Private customers can make a courier pick-up order in the private customer e-service when registering the corresponding 
service. 

7. HANDING SHIPMENTS OVER TO THE POST 

7.1 Shipments can be handed over to the Post: 

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

7.1.2 in all post offices during their opening hours; 

7.1.3 to a courier according to the courier pick-up times. In case of using courier pick-up service, the terms and conditions 
of the courier service shall be taken into account, which are available on the website www.omniva.ee. 

7.2 All business customer shipments shall be pre-registered and pre-labelled with the address card and, if necessary, with a 
special marking prior to handing shipments over. 

7.3 Larger quantities of shipments can be handed over at the sorting centre, courier station or distribution centre by prior 
agreement with the Post. 

7.4 The Post has the right to abstain from accepting or forwarding shipments that do not conform to the requirements 
provided in present standard terms and conditions. 

8. DELIVERY, STORAGE AND RETURN OF THE SHIPMENT 

8.1 Until the shipment is delivered, it belongs to the Sender. 

8.2 The shipment is delivered/issued to the Recipient through one of the channels determined by the Sender: parcel machine, 
post office or by courier. In case of issuing the shipment via post office or courier, the standard terms and conditions of 
the universal postal service (UPT) or the standard terms and conditions of the courier service apply in addition. 

8.3 Issuing from a parcel machine 

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

8.3.2 The Recipient is notified about the arrival of the shipment by SMS/e-mail as soon as the shipment arrives at the 
destination parcel machine. The text message notifications are forwarded to Estonian, Latvian and Lithuanian mobile 
phone numbers. If the Recipient’s mobile number is incorrect or has changed, the notification of the arrival of a 
shipment is sent to the Sender’s mobile number along with the door code. In this case, the Sender himself/herself 
has to forward the door code to the Recipient. 

8.3.3 In the event described in clause 8.3.2, the notification of the arrival of a shipment can be ordered from Omniva 
Customer Service Centre by e-mail at info@omniva.ee or by phone at 6616616. 

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

8.3.5 Reminding notification will be sent to the Recipient on the 3rd (third) calendar day after the arrival of the shipment 
to the parcel machine if the shipment has not been issued by that time. 

8.3.6 The storage time of a shipment in a parcel machine is 7 (seven) calendar days. The shipment will be returned to the 
Sender if within 7 (seven) calendar days the shipment has not been issued from the parcel machine. In case of 

http://www.omniva.ee/
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returning the shipment, the original Sender undertakes to pay for the return fee and in case of the additional service 
“Paid by receiver” also the initial delivery fee. 

8.4 Issuing from a post office 

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

8.4.2 A person receiving the shipment confirms the receipt of the shipment by signing the notification of arrival of the 
shipment or any other document certifying the issue of the parcel, and provides the following information: 

 first name and surname; 
 the number of the identity document (in case the person is entitled to representation, name of the document certifying 

the right for representation); 

 the date of receiving the shipment; 
 relation to the Recipient, in case a person receiving the shipment is not the recipient indicated as the addressee. 

8.4.3 The storage time of a shipment in a post office is 15 (fifteen) calendar days. The shipment will be returned to the 
Sender if within 15 (fifteen) calendar days the shipment has not been issued from the post office. In case of returning 
the shipment, the original Sender undertakes to pay for the return fee and in case of the additional service “Paid by 
receiver” also the initial delivery fee. 

8.4.4 If a customer wishes to store the shipment in the post office for longer than the 15 (fifteen) calendar days allowed 
by the standard terms and conditions, then the Post has the right to demand additional fee for storage from the 
Recipient or the Sender in accordance with the valid price list for each additional calendar day. 

8.5 Delivery by a courier 

8.5.1 Issuing the shipment by a courier is based on the standard terms and conditions of the courier service, which are 
available on the website www.omniva.ee. See more in clauses 4.1.3 and 4.1.9. 

8.6 Return of the shipment (customer return) 

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

8.6.2 The Recipient will receive by SMS/e-mail along with the door code also a return code. With this return code the 
Recipient has the right to return the shipment to the Sender for free. 

8.6.3 Shipments that were issued from a post office or by a courier can also be returned to the Sender via a 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 yet elapsed, the shipment can be returned to the Sender free of charge. 

8.6.4 The price of the return is based on the size of the locker used to return the parcel (size S, M or L). 

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

9.1 In case of issuing a shipment from a parcel machine, the “door code” sent to the Recipient’s mobile phone and/or e-mail 
address is required. 

9.2 In case of additional service “ID-card identification”, the door code and ID card both are required to issue the parcel from 
a parcel machine.   

9.3 In case of courier delivery, the Recipient or the person receiving the shipment on behalf of the Recipient shall present an 
identity document if the courier requires it or if the shipment is with an additional service that requires identification. 

9.4 In case of issuing a shipment in a post office, the Recipient shall present one of the following documents: 

 an identity card of the Republic of Estonia (ID card); 
 a passport of a citizen of the Republic of Estonia; 
 a residence permit card; 
 an alien’s passport; 
 a diplomatic passport; 
 a temporary travel document; 
 travel document of a refugee (a document for a foreigner who has been given an asylum in Estonia); 
 a seaman’s service book; 
 a certificate of record of service on ships; 
 a certificate of return; 
 a permit of return; 
 a European travel document for return; 
 another document not listed in the Identity Documents Act that indicates the holder’s name, photograph or facial 

image, signature or image of signature, and date of birth or personal identification code (a motor vehicle driving 
licence, a foreign country’s travel document, a passport issued in a foreign country). 
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10. SUBMITTING AND HANDLING OF COMPLAINTS AND APPLICATIONS 

10.1. Submitting a complaint and damage claim 

10.1.1 The Sender or the Recipient may submit a written claim for compensation in case of improper delivery, damage, etc. of 
the shipment thereof within 5 (five) calendar days of the day when the circumstances that are the basis for the claim 
appear, but not later than within 30 (thirty) calendar days after the date the shipment was posted. 

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

10.1.3 The complaint or application shall be submitted to the Post in writing using the application form on the website 
www.omniva.ee, or by e-mail, or at a post office. 

10.1.4 The application shall contain the following information: 

 petitioner’s first and last name or business name of legal entity, address, e-mail address, phone number, and in case 
the reason for the application is compensation, then also the bank account number; 

 details of the shipment underlying the application – parcel code (i.e barcode number, tracking number); Sender’s 
name and contact details; the date the parcel was handed over; name of the parcel machine or post office where the 
parcel was handed over, or the address where the parcel was handed over to a courier; Recipient’s name, address 
and contact details; 

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

 value of the contents of the shipment and if the shipment is with COD service, then also the amount of the COD; 
description of the contents and packaging of the shipment; in case of damages also the photos of the damaged 
shipment (its packaging, contents, damages); 

 the manner in which the applicant would like to receive the response (by e-mail or by phone). 

10.2. Processing of petitions 

10.2.1 The Post will review the petition not later than within 10 (ten) working days from the date of submission of the application 
or claim and will answer in a form preferred by the petitioner. 

10.2.2 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 than one month, the petitioner 
will be notified and a conclusive answer will be given as soon as possible. 

10.2.3 If application or complaint cannot be resolved, the petitioner will be given an answer with corresponding explanations 
(with references to valid legal acts, policies, or the standard terms and conditions of the service). 

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

11. MATERIAL LIABILITY AND COMPENSATION FOR DAMAGE 

11.1 The Post is materially liable for the direct damage caused: 

 if the shipment is lost; 
 if the shipment is damaged by fault of the Post; 
 if the COD amount is not collected from the Recipient in full or in part. 

11.2 The Post is liable for direct material damage which is caused due to the fault of the Post (intent, negligence, gross 
negligence) and which corresponds to the actual value of the looted or damaged shipment, but not more than 320 euros. 
In addition, the delivery fee will also be reimbursed, if it is already paid by the Sender or the Recipient.  

11.3 If in case of loss or damage the Sender will not deliver to the Post any proof (e.g. invoice, the bank statement, etc.) 
about the cost of shipment’s contents, which would enable the Post to value the real amount of damage, then the Post 
will carry proprietary liability in sum of 10,67 euros per 1 kg (maximum of 320 euros) not to exceed the amount stated 
by the customer. In addition, the delivery fee will also be reimbursed, if it is already paid by the Sender or the Recipient. 

11.4 Material damage does not include indirect damage, including unearned revenues. 

11.5 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. 

11.6 In case the COD amount is not collected from the Recipient in full or is collected only in part or paid out to the Sender in 
the wrong amount, the Post is responsible to the extent of the difference between the collected amount and the amount 
assigned by the Sender to the shipment. 

11.7 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 service fees paid, with the exception of the additional service “Insurance”. 

http://www.omniva.ee/
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11.8 In general, the Post pays compensation to the Sender, who has the right to reassign the benefit to the Recipient by 
notifying the Post of the relevant request in writing. The Sender or the Recipient may authorise a third party to receive 
the compensation. 

11.9 Compensation is paid out in euros. Compensation shall be transferred to the beneficiary’s bank account. 

11.10 If after the payment of compensation the lost shipment or a part thereof will be found, the Post shall 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 decline to accept the found shipment or does not respond to the Post within 10 (ten) working 
days with a wish to accept the lost shipment, the ownership of the shipment will go to the Post, who paid the compensation 
for its loss or destruction. 

11.11 The Post is not responsible for: 

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

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

 if the Sender has not confirmed delivering the shipment to the Post in compliance with the directions displayed on 
the parcel machine screen;  

 if the shipment size is smaller than the minimum measurements allowed: length 14 cm, width 9 cm, height/thickness 
1 cm, weight 50 g; 

 possible damages caused by fluctuations in temperature; 

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

 shipments that contain prohibited items and/or substances named in present standard terms and conditions; 

 shipments that are seized in accordance with legislation; 

 if Sender acting malevolently with the goal to get a compensation; 

 cases of force majeure (definition provided in clause 11.16) and cases where the Post cannot keep account of 
shipments due to destruction of legal documents caused by the force majeure, provided that the Post’s responsibility 
is not otherwise proven. 

11.12 The Post remains liable in the following cases (provided that packaging and labelling requirements have been complied 
with): 

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

 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 to the Post in writing; 

 if, despite the shipment being correctly issued, the Recipient or the Sender (in case of returned parcel) immediately 
declares by contacting a post office or without leaving the post office that he/she has discovered the theft of or 
damage to the contents of the shipment. 

11.13 The sender of the shipment is liable for the bodily harm caused to postal workers or damage caused to other postal items 
or postal equipment by sending prohibited items or by the non-fulfilment of packaging requirements and/or requirements 
for special labelling. 

11.14 In case of damage caused to other postal items by sending prohibited items or the non-fulfilment of packaging 
requirements and/or requirements for special labelling, the sender is liable for each damaged postal item to the same 
extent as the Post. 

11.15 Upon sending prohibited articles or failure to comply with packaging and/or special labelling requirements, the sender will 
remain liable even if Post has accepted the item. 

11.16 Force majeure is a circumstance which the Post could not influence and, on the basis of the principle of reasonableness, 
could not be expected to take into account or avoid at the time of entering into the contract or incurring a non-contractual 
obligation, or to exceed the impeding circumstance or its consequence. Force majeure includes, but is not limited to, the 
occurrence of technical disruptions independent of the Post, as well as hindrances to the provision of the service caused 
by natural disaster, catastrophe, adverse weather conditions, war, strike, change in legislation, or any other extraordinary 
occurrence that the Post could not foresee or prevent. 

12. REGULATION FOR OPENING, RETAINING, SELLING AND DESTROYING SHIPMENT 

12.1 The Post has the right to open a shipment: 

 to protect the contents of the damaged shipment or to ascertain its condition; 

 in case a reasonable suspicion 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 looted or pose a physical danger to other shipments; 

 to enable customs inspection of the shipment; 
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 to ascertain the Sender if delivering the shipment is impossible (in case the Sender’s contact details are missing, 
inaccurate, illegible, etc.). 

12.2 The personnel witnessing the opening of a shipment are obliged to withhold any information attained about the shipment’s 
contents according to postal secrecy. 

12.3 If a shipment is opened, an act shall be created and compiled. A reason for opening the shipment will be marked on the 
shipment. 

12.4 Depending on the case, the persons who open a shipment decide whether the opened shipment or its partial contents 
will be forwarded, returned to the Sender, destroyed or sold. 

12.5 After opening (except in the case of impossible delivery) and eliminating spoilt and hazardous items or substances, the 
shipment will be sent to the Recipient with a copy of the act. A copy of the act about eliminating spoilt, hazardous or 
prohibited items/substances will also be sent to the Sender of the shipment. Shipments subject to customs inspection 
that contain prohibited items/substances will be returned to the Sender, or if the shipment contains hazardous 
items/substances, it will be sent to the customs warehouse to be destroyed. 

12.6 Shipments (or their contents) that cannot be forwarded or returned, that the Recipient and the Sender have declined, as 
well as items/substances that are prohibited or not suitable for further consumption, will be eliminated. 

 The Post is allowed to destroy spoilt or highly perishable contents immediately after opening the shipment at the 
storage place. 

 Hazardous goods will be destroyed; prohibited items/goods will be returned to the Sender or destroyed, depending 
on the case. 

 Written notices and low-value items will be destroyed after 6 (six) months. Shipments shall be destroyed in a manner 
that ensures postal secrecy and the protection of personal data. 

 Other contents of value in shipments will be sold after 6 (six) months, provided that it does not breach the inviolability 
of the privacy of the Sender and the Recipient. The proceeds of the sale of the items included in the shipments will 
be retained by the Post. 


