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1. GENERAL PROVISIONS 

These standard terms and conditions of Omniva parcel service (hereinafter the Standard Terms) consist of the general and service 
terms and conditions for sending parcels, which set forth the procedure and terms and conditions for provision of parcel services 
registered in the business customers’ e-service of Omniva and the procedure for delivery of incoming international parcels. 
The Standard Terms regulate the mutual rights and obligations of AS Eesti Post (hereinafter Omniva) and the parcel service user 
in the use of parcel services. These Standard Terms do not regulate the terms and conditions of the universal postal service, or 
the services registered at post offices and in parcel machines. 

In addition to the Standard Terms, the relationships between the parties are regulated by the law of the Republic of Estonia, 
general terms and conditions of service contracts of AS Eesti Post (hereinafter the General Terms), the Privacy Policy of AS Eesti 
Post, the e-service terms and conditions of Omniva and the price lists of services. 

Omniva processes the personal data of the sender and the addressee in accordance with the Personal Data Protection Act and 
the Privacy Policy of AS Eesti Post. The Privacy Policy is available on the website www.omniva.ee and it is an inseparable part of 
the Standard Terms. 

If amendments are made to legislation and any provision of the standard terms becomes invalid in part or in full, the remaining 
standard terms continue to apply. 

The Standard Terms and Conditions are available on Omniva’s website at www.omniva.ee. 

2. DEFINITIONS 

Address card – the document affixed to the postal item which includes the data that are required for forwarding the postal item 
and that characterise the postal item. 

Pre-registered postal item – a postal item that has been pre-registered in the e-service, labelled with an address card printed 
out from the e-service and about which preliminary information has been sent electronically to Omniva. 

E-service – the electronic self-service environment of Omniva for registration of postal items, preparation of address cards and 
submission of orders for courier services. 

Pallet – the special item meant for the transportation or processing of goods which can be loaded on a forklift from all four sides 
if necessary. 

Courier package – a postal item delivered by a courier whose net weight is up to 30.0 kg, longest side does not exceed 250 cm 
and in the case of which the sum of the longest side and circumference (measured perpendicularly to the longest side) does not 
exceed 300 cm. 

Loading point – the address indicated on the address label where the postal item is loaded or unloaded. The loading point is a 
surface with a hard cover and smooth surface that is not inclined and has no steps, which is located level with the road or at the 
same height as the rear hatch of a vehicle. 

Addressee – the person to whom the postal item must be delivered in accordance with the intent of the sender. 

Sender – the person who is responsible for the contents of the postal item and according to whose intent and on whose behalf 
the postal item has been transferred to Omniva for forwarding. 

Large postal item – a courier shipment that exceeds the weight and/or dimensions of a courier package. 

Parcel machine – a device of fixed location that allows taking the delivery of and issuing postal items. 

Post office – the place of operations where consignments can be received and handed over. The post offices of AS Eesti Post 
and the postal facilities operated by the partners of AS Eesti Post are deemed post offices in the territory of Estonia. 

Working days – pursuant to the Standard Terms, all days of the week except for Saturday, Sunday and public holidays. 

Delivery method – the method of delivering a postal item to the Addressee (courier, parcel machine, post office, sub-post office, 
pick-up point). 

Business customer – a legal entity who has entered into a General Terms & Conditions contract with Omniva and uses the 
business customer’s self-service environment. 

General Terms of the Contract – 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 Omniva and the sender, and the general conditions for 
performance of contracts between the parties. The General Terms & Conditions apply to all AS Eesti Post contracts entered into 
between Omniva and the sender. 

  

http://www.omniva.ee/
http://www.omniva.ee/
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3. REQUIREMENTS FOR PARCELS 

3.1. Parameters 

3.1.1 The minimal permitted dimensions of postal items irrespective of the destination and the delivery method are 14 cm 
ˣ 9 cm ˣ 1 cm (length ˣ width ˣ height/thickness), except for the Pallet service. 

3.1.2 Depending on the destination, service and delivery method (see points 5 and 6), the parameters of a postal item must 
meet the following conditions: 

 
DESTINATION 

COUNTRY 
MAX 

WEIGHT 

MAX MEASUREMENTS 

Length Width Height 

Parcel machine 
Estonia 
Latvia 
Lithuania 

30 kg 64 cm 38 cm 39 cm 

Courier 

Estonia 600 kg* 300 cm 170 cm 180 cm 

Latvia 
Lithuania 

600 kg 120 cm 100 cm 180 cm 

Courier 

Finland 30 kg 

longest side 150 cm; 
the sum of the longest side and circumference of the 

parcel is 300 cm 

Pick-up point 80 cm 80 cm 80 cm 

Post office 

Estonia 

30 kg 

longest side 170 cm; 
the sum of the longest side and circumference of the 

parcel is 300 cm 

Latvia 
Lithuania 
Finland 

longest side 150 cm; 
the sum of the longest side and circumference of the 

parcel is 300 cm 

Post office 
(ordinary postal 
item) 

Latvia 
Lithuania 
Finland 

2 kg 
longest side 60 cm; 

total length + width + height is 90 cm 

Premium 

other countries 

30 kg 
longest side 150 cm; 

the sum of the longest side and circumference of the 
parcel is 300 cm Standard 

Economy 2 kg 
longest side 60 cm; 

total length + width + height is 90 cm 

* Heavier postal items can be sent in Estonia on the basis of a special agreement. 
** The circumference of a parcel is measured perpendicularly to the longest side. 

3.1.3 A postal item that weighs over 30.0 kg or whose longest side exceeds 250 cm and in the case of which the sum of the 
parcel’s longest side and circumference (measured perpendicularly to the longest side) exceeds 300 cm is deemed a 
large postal item. 

 A large postal item is delivered from the sender’s loading point (except if the additional service that offers in-house 
logistics has been ordered). 

 Large postal items can be transferred by requesting courier pick-up or delivering the postal item to the determined 
service point listed on the website www.omniva.ee/abi/suuremootmelised. 

 A postal item weighing more than 30 kg must be placed on a pallet so that it remains in place during transport. The 
pallet is regarded as part of the postal item when the postal item is measured, weighed and priced. 

3.1.4 Depending on the country of destination, the maximum permitted dimensions and weight of a postal item may be smaller 
if the Premium and Standard service are used. Information on country-based differences is available on the website 
www.omniva.ee. 

3.2. Addressing 

3.2.1 The sender registers the postal item in the business customer’s e-service of Omniva. A unique parcel code is created for 
the postal item as a result of pre-registration. The address card with a unique barcode and other necessary data can be 
printed out in the e-service. 

3.2.2 The business customer must label the postal item with the address card. Adding an address card is not mandatory if 
Omniva and the business customer have agreed that preliminary information with a different structure will be given. 
Postal items that have not been preregistered and labelled with an address card must be handed over to the courier with 
a delivery note and the customer must handwrite the details of the addressee and the sender on the postal item. Omniva 

http://www.omniva.ee/abi/suuremootmelised
http://www.omniva.ee/
https://www.omniva.ee/public/files/failid/info_saadetiste_saateleht.pdf
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has the right to charge an extra fee for entering the data of the postal item if the postal item that is handed over has not 
been pre-registered. 

3.2.3 The address details of the addressee and the sender (excl. when sending to a parcel machine) must be marked on the 
postal item as follows: 

 name (first name and surname of a natural person or name of a legal entity); 
 street, building and apartment number or name of the farm outside cities and towns; 
 name of the village and rural municipality; 
 postcode (written on the last row in front of the name of the city or county), 
 city or county; 
 country (only in the case of international postal items; the name of the country must be written in capital letters in 

English); 

 in the case of a courier shipment, the addressee’s telephone number, preferably the mobile phone number. 

3.2.4 When a parcel machine is used (delivery method ‘parcel machine’), the addressee’s first name and surname, mobile phone 
number and the parcel machine of destination must be marked on the postal item; the sender’s data that must be provided 
are their first name and surname and mobile phone number, or the name and contact details of the legal entity as 
indicated in point 3.2.3. 

3.2.5 The postal items sent using the international Economy and Standard services and the postal items sent to Latvia, Lithuania 
and Finland using the delivery method ‘post office’ can be addresses ‘POSTE RESTANTE’. 

3.3. Packaging and labelling 

3.3.1 A postal item must be packaged and labelled pursuant to the Packaging and Labelling Guidelines, which are available 
on the website www.omniva.ee. 

3.3.2 The sender of the postal item is responsible for choosing the appropriate packaging. Omniva has the right, but not the 
obligation, to refuse to accept a postal item if it is not packaged according to requirements. Omniva is not responsible for 
possible damage caused by non-compliance with packaging and labelling requirements. 

3.3.3 General requirements: 

 The package must be durable and take into account the means and duration of transport. The packaging material 
must ensure that the contents are preserved intact and integral 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 packages takes place on an automated sorting line). 

 Special attention must be paid to packaging (incl. the filling material) in the case of a postal item requiring special 
handling (postal items containing fragile articles; liquids, powders or fine grains; items requiring transportation in a 
certain position, etc.). It is compulsory to use the additional service “Fragile” with the corresponding special marking. 
The use of the additional service and the respective special labelling does not mean that the required packaging must 
not be used. 

 When sending and packing temperature-sensitive postal items, the method and duration of transport must be 
considered (including the possible time spent in storage and on returning the postal item to the sender if unclaimed 
by the addressee). 

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

 Postal items weighing over 30 kg must be handed over to Omniva on a pallet or in a container that allows ordinary 
mechanized loading techniques (a forklift) to be used in loading operations. 

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

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

 The address details of the addressee and the sender are written on a postal item as follows: 

 The barcode of the postal item must be fully readable – it can’t be creased, curved or fixed across the edge of the 
package or where the package flaps meet, it may not be covered in film or tape. 

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

3.4. Prohibited content 

3.4.1 Before posting a postal item, the sender is obliged to make sure that the sending of the content of the postal item by 
post is permitted, or permitted on special conditions. 

3.4.2 Omniva has the right to refuse to accept and forward a postal item if its contents are prohibited or there are suspicions 
that the contents may be prohibited. Upon acceptance of a postal item, the Omniva employee has the right to demand 
that the sender open the postal item to make sure that it does not contain substances or articles the sending of which by 
post is prohibited, incl. substances or articles that may be sent under special conditions and/or are hazardous. The postal 
item will not be accepted for forwarded if the sender refuses to open it. 

http://www.omniva.ee/
https://www.omniva.ee/public/files/failid/juhend-pakendamine-ja-margistamine-est-ee-2019.pdf
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3.4.3 Sending the following articles in postal items is prohibited: 

 weapons and parts thereof; 
 ammunition and parts thereof; 
 cylinders, incl. tear and nerve gas cylinders; 
 inert explosives and munitions of war and copies thereof, including, 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. an online 

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; 
 articles which, by their nature or their packaging, may expose the addressees of postal items, logistics or postal 

workers to danger or soil or damage other postal items, postal equipment or third-party property; 

 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 addressee 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 articles, the importation or circulation of which is prohibited in the country of destination (when sent 
internationally); 

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

3.4.4 Requirements and restrictions may differ depending on the country of destination. Information on postal items forwarded 
on special conditions is available on the website www.omniva.ee. 

4. PAYMENT FOR SERVICES AND NOTIFICATION OF CHANGES IN FEES 

4.1 Payments for the service shall be made on the basis of the price list established by Omniva (available on the website 
www.omniva.ee) or according to the agreement included in the service contract.  

4.2 If the service fees change, Omniva will publish the new price list on the website www.omniva.ee at least 30 (thirty) 
calendar days before the changed fee enters into force. In addition, Omniva will notify the business customers affected 
by the price changes by e-mail at least 30 (thirty) calendar days before the changed fee enters into force. 

4.3 The weight and dimensions measured and checked by the Omniva sorting line or during manual sorting will be considered 
when the dimensions, weight and price of postal items is determined. 

4.4 If the sender’s estimate of the dimensions or weight of a postal item made upon registration of a postal item is smaller 
than its actual dimensions or weight (incl. a postal item squeezed into a parcel machine locker to make it fit) and Omniva 
discovers when accepting or sorting the postal item that it does not comply with the parameters, then Omniva has the 
right to stop the movement of the postal item and require payment of an additional fee, re-registration of the postal item 
using the correct service, or refuse to forward the postal item. 

4.5 The shipping costs of a postal item sent using the Courier service are calculated on the basis of the estimated weight, 
which equals the net weight or the volumetric weight, whichever is the greatest. Net weight is the weight obtained by 
weighing the postal item in kilos. Volumetric weight is calculated on the basis of the following formula: volumetric weight 
(kg) = length (m) ˣ width (m) ˣ height (m) ˣ 250 kg/m³. More information in Volumetric weight manual. 

4.6 A business customer pays for the services on the basis of the invoice submitted by Omniva (credit sale). 

4.7 In Estonia, the fees charged upon the delivery of a postal item can be paid by card (incl. mobile contactless payment) or 
in cash, depending on the technical options in the region where the service is provided. Omniva will issue a document 
evidencing payment if cash is used for payment. In other countries, payment will be made upon the delivery of a postal 
item according to the payment options available there. 

5. SERVICE PROVISION IN ESTONIA, LATVIA, LITHUANIA AND FINLAND 

In order to send a postal item to Estonia, Latvia, Lithuania or Finland, it is necessary to select the suitable delivery method or 
delivery channel – the addressee will get the postal item from a parcel machine, post office or pick-up point, or the postal item 
will be delivered to the addressee by courier. 

Information on the delivery times of postal items is available on the website www.omniva.ee/business/parcel/delivery_times. 

http://www.omniva.ee/
http://www.omniva.ee/
http://www.omniva.ee/
https://www.omniva.ee/public/files/failid/Juhend_Mahukaal_eng.pdf
https://www.omniva.ee/business/parcel/delivery_times
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5.1. Parcel machine 

5.1.1 The postal item will be delivered to the addressee using a parcel machine in Estonia, Latvia or Lithuania. 

5.1.2 The addressee will be informed about the arrival of the postal item in the parcel machine by text message or e-mail. The 
message includes a personal six-digit door code, which the addressee uses to collect the postal item from the parcel 
machine. 

5.2. Courier 

5.2.1 The postal item is delivered to the addressee by courier as follows: 

 a courier package (see Definitions) will be delivered to the door of the addressee’s location or place of 
residence. 
To the door means, for example, to the door of the apartment in an apartment building; to the front door in the case 
of a private house; to the gate if the house is surrounded by a fence and the courier is not allowed to access the door 
of the house through the gate; to the office located in an institution/business centre; to a shop in a shopping centre 
if access is allowed and enabled to the courier by the shopping centre;  
in buildings with limited access (e.g. port, hospital, prison) to a reception desk or similar reception point; etc. 

 A large postal item or a postal item on a pallet is delivered to the loading point. 
The addressee or the recipient of the postal item must guarantee the same conditions for unloading as those described 
for loading in points 8.3.5–8.3.8 (Requirements for loading point). 
If the additional service that offers in-house logistics is selected for the postal item as well, then a large postal item 
or a postal item on a pallet will be delivered to the door of the addressee’s location or place of residence (provided 
that the conditions for accessing an manoeuvring with the postal item on the site are guaranteed). 

5.2.2 If the addressee is a legal entity or if the additional service of ‘Delivery to private person’ has not been selected for the 
postal item, an attempt will be made to deliver the postal item and Omniva is not obliged to indicate the arrival of the 
postal item in advance. 

5.2.3 If the postal item comes with the additional service of ‘Delivery to private person’, the addressee will be contacted in 
advance to specify the delivery time. The addressee will be called in advance to agree on the delivery time or a text 
message/e-mail about the timeframe when the courier will arrive will be sent in advance. This service is not available 
when postal items are sent to Finland and an addressee who is a private person is always informed about an arriving 
postal item in advance by text message or telephone. 

5.2.4 Postal items sent by one sender to one addressee which are connected to each other via the additional service of ‘Cash 
on delivery’ or ‘Document return’, will be delivered to the addressee at the same time and together. 

5.2.5 Business customers can also send multi-parcel shipments to Finland with the ‘Courier’ delivery method. A multi-parcel 
shipment is the set of parcels sent by the same sender to the same addressee at the same time. Each parcel must be 
marked with a unique parcel code/barcode. A multi-parcel shipment may consist of 2–10 (two to ten) separate parcels. 

5.3. Post office 

5.3.1 A postal item is delivered to the addressee at a post office or sub-post office. 

5.3.2 In Estonia, the addressee is informed about a postal item that has arrived at a post office by text message, e-mail or a 
note on paper. 

5.3.3 Postal items can be sent to Latvia, Lithuania and Finland without registration, i.e. as ordinary postal items that cannot be 
tracked. An ordinary item may be delivered via a mailbox and the postal organisation of the country of destination decides 
whether the postal item will be delivered at a post office or via a mailbox. 

5.4. Pick-up point 

5.4.1 The postal item is delivered to the addressee in Finland at the pick-up point selected by the sender (a pick-up point is the 
service point operated by the contractual partner of Omniva in Finland through which postal items are issued). 

5.4.2 The addressee will be informed about the arrival of the postal item by text message. 

6. SERVICE PROVISION IN OTHER COUNTRIES 

A suitable service must be selected for sending an international postal item (excl. to Latvia, Lithuania or Finland) – Premium, 
Standard or Economy. 

The sender must fill in customs declaration form CN 22 or CN 23 in addition to the address card in order to send an international 
postal item outside the economic territory of the European Union. Information on customs declarations is available on the website 
www.omniva.ee/business/parcel/custom. 

6.1. Premium 

6.1.1 A Premium postal item is delivered to the addressee by courier. 

6.1.2 The postal item is delivered to the addressee against signature or on the basis of other means of identification. 

https://www.omniva.ee/business/parcel/custom
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6.1.3 It is possible to track the journey of a Premium postal item. The delivery time of the postal item is guaranteed and the 
sender has the right to claim compensation in the case of late arrival (the terms and conditions of compensation are given 
in point 15). 

6.2. Standard 

6.2.1 A Standard postal item is delivered to the post office corresponding to the addressee’s address. If another delivery method 
other than a post office is used in a foreign country, information about this is given on the website www.omniva.ee. 

6.2.2 The delivery time of a Standard postal item is not guaranteed. 

6.2.3 A Standard postal item is sent by registered, i.e. recorded delivery. 

6.3. Economy 

6.3.1 An Economy postal item is delivered to the addressee’s mailbox or the nearest post office. 

6.3.2 This is an unregistered, i.e. ordinary postal item, which cannot be tracked and whose delivery time is not guaranteed. 
Omniva has no compensation rate in respect of Economy postal items. 

7. ADDITIONAL SERVICES 

7.1 Additional services can be selected according to the chosen country of destination, the service and the delivery method. 

7.2 The descriptions of additional services and information on their accessibility is available on the website www.omniva.ee 
and in the e-service. 

8. TRANSFER OF POSTAL ITEMS TO OMNIVA 

Postal items can be transferred to Omniva via a parcel machine, at a post office, by handing them over to a requested courier or 
at the Omniva Logistics Centre (Rukki tee 7, Lehmja Village, Rae Rural Municipality, Harju County) on the basis of a special 
agreement. Omniva has the right to define the maximum quantity of postal items transferred at the same time. 

8.1. Transfer via parcel machine 

8.1.1 Permitted maximum parameters of a postal item transferred via a parcel machine: 30 kg, 64 cm ˣ 38 cm ˣ 39 cm (length 
ˣ width ˣ height). 

8.1.2 A business customer may place several pre-registered postal items (which are labelled with address cards) in the same 
parcel machine locker on the condition that their total weight does not exceed 30 kg. 

8.1.3 Postal items can be transferred via all Omniva parcel machines 24 hours a day (excl. the parcel machine in the Tallinn 
Viru Bus Terminal, where access to the machine is limited in terms of time). The locations of parcel machines and the 
times when they are emptied are available on the website www.omniva.ee. 

8.2. Transfer at post office 

8.2.1 Permitted maximum parameters of a postal item transferred at a post office: 30 kg, longest side max 170 cm and the 
sum of the longest side and circumference (measured perpendicularly to the longest side) may not exceed 300 cm. 

8.2.2 Postal items must be transferred with the delivery note created in the e-service or, if this has not been done, a delivery 
note that is filled in at the post office. 

8.2.3 Postal items can be transferred at all post offices during their opening hours (locations and contact details are available 
on the website www.omniva.ee). 

8.3. Handover to courier 

8.3.1 Permitted maximum parameters of a postal item handed over to a courier: net weight 600 kg, dimensions 300 cm ˣ 
170 cm ˣ 180 cm (l ˣ w ˣ h) with a pallet. Heavier postal items can be forwarded on the basis of the special agreement 
made in the service contract. 

8.3.2 If the number of postal items handed over at the same time exceeds 20 or if several postal items have been bundled 
together for handover so that scanning them separately on site is impossible, then the postal items must be handed over 
to the courier with a delivery note created in the e-service. 

8.3.3 Handing postal items over to the courier is subject to an additional fee. A request for a courier must be submitted via the 
business customer’s e-service. The courier will pick up the postal item during the interval of time defined in the courier 
request in the e-service. 

8.3.4 Omniva also has the right to charge an additional fee if no postal items are handed over during the courier pick-up or if 
handing the postal items over to the courier takes longer than 15 minutes (waiting fee). 

  

http://www.omniva.ee/
http://www.omniva.ee/
http://www.omniva.ee/
http://www.omniva.ee/
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Requirements for loading point 

8.3.5 The sender must guarantee the conditions for the transfer of postal items, incl. ensure access to the loading point, 
guarantee that the access road is passable for a vehicle and that the loading point corresponds to the following conditions: 

 it is possible to stop for loading; 
 the loading point has a hard cover and smooth surface that is not inclined and has no steps and which is located level 

with a road or at the same height as the rear hatch; 

 the cargo compartment must remain within the carrier’s field of vision or the security of the vehicle must be 
guaranteed, etc. 

8.3.6 The sender must compensate all of the expenses that arise in relation to access to the loading point (entrance fee, parking 
fee, other taxes and official expenses). 

8.3.7 Loading covers the loading the postal item on and unloading it from the vehicle from the sides or rear. Loading means 
loading the postal item on the vehicle at the loading point not further than 6 m from the vehicle, correct placement and 
fastening of the postal item. 

8.3.8 Loading time is calculated from the moment when the vehicle arrives at the loading point and the courier informs the 
sender (the addressee in the case of unloading) of their arrival. The loading time will end when the postal item(s) have 
been loaded or unloaded and the transfer of the postal item has been registered electronically or with delivery documents 
and the vehicle is ready to leave. Up to 15 minutes is set aside as the loading time. If loading takes longer, it will be noted 
on the delivery document and Omniva has the right to charge a separate fee for this or refuse to accept/deliver the postal 
item. 

9. DELIVERY OF POSTAL ITEM 

9.1 A postal item is delivered to the addressee according to the delivery method selected by the addressee: via a parcel 
machine, at a post office, at a pick-up point or by courier. 

9.2 A postal item sent outside Estonia is delivered to the addressee according to the service selected by the sender and the 
rules effective in the country of destination. 

9.3 A postal item is delivered to the addressee in a parcel machine on the basis of the six-digit door code sent to the 
addressee by text message or e-mail. 

9.4 If the postal item is delivered by courier: 

9.4.1 a postal item addressed to a legal entity is deemed delivered when it has been handed over to the legal entity’s legal 
representative or an employee of the legal entity who is at the address of the postal item or a person authorised for 
this by the legal representative; 

9.4.2 a postal item addressed to a natural person is deemed delivered when it has been transferred to the addressee or to 
a person at their place of residence; 

9.4.3 a postal item addressed to a natural person that has arrived at the address of a legal entity is delivered to an employee 
of the legal entity who is at the given address if the postal item cannot be delivered to the addressee personally; 

9.4.4 in the event of delivery by courier, the addressee must submit an identity document if the courier requests this or if 
the postal item comes with an additional service that requires this. 

9.5 If the postal item is delivered at a post office: 

9.5.1 a postal item addressed to a legal entity is delivered to its legal representative or a person authorised by them; 

9.5.2 a postal item addressed to a natural person is delivered to the addressee personally or a person authorised by them; 

9.5.3 if the addressee is a natural person under 15 years of age, the postal item will be delivered to them personally or to 
their legal representative (e.g. mother or father) on the basis of a document evidencing family relationship (birth 
certificate) or a document proving the right of representation; 

9.5.4 a postal item may also be delivered at a post office on the basis of the collection code indicated in the notification 
(text message or e-mail); 

9.5.5 in order to collect a postal item from a post office, the addressee must submit an identity document, which may be: 

 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; 
 a refugee’s travel document (document for an alien who has been granted 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; 
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 another document not listed in the Identity Documents Act that indicates the name, a photograph or facial image and 
the signature or image of signature of the holder and date of birth or personal identification code (motorised vehicle 

driving permits, foreign country’s travel document – passport issued in a foreign country); 

9.5.6 the addressee (or the authorised person) provides their first name, surname and signature on the delivery document 
or on the electronic device in order to confirm receipt of the postal item. 

9.6 A postal item may be delivered to a person authorised by the addressee to whom the addressee has given a letter of 
authorisation for acceptance of the postal item. The requirements for filling in a letter of authorisation are available on 
the website www.omniva.ee. A postal item with the additional service of ‘Delivery to specific person’ may not be delivered 
with a letter of authorisation. 

9.7 If the addressee (or the person accepting the postal item on their behalf) refuses to provide the data required upon 
delivery, then the postal item will not be delivered and it will be returned to the sender. 

9.8 The addressee (or the person accepting the postal item on their behalf) does not have the right to open the postal item 
before confirming receipt of the postal item, unless Omniva has prepared a note about the postal item being damaged. 

9.9 The addressee has the right to refuse to accept a postal item addressed to them without opening it. The postal item will 
be returned to the sender. 

10. STORAGE 

10.1 A postal item is stored in a parcel terminal for 7 (seven) calendar days. 

10.2 A postal item is stored at an Estonian post office for 15 (fifteen) calendar days. 

10.3 A postal item that the courier could not deliver on a delivery attempt will be redirected, if possible, to a parcel machine 
or post office, where it will be stored for 7 (seven) calendar days. An incoming international EPG or EMS courier shipment 
is deposited in a post office for 14 (fourteen) calendar days. 

10.3.1 The courier shipments that cannot be redirected to a parcel machine or post office will be stored at the destination’s 
network point (courier point, distribution centre, or pick-up point) for no longer than 7 (seven) calendar days as of 
the arrival of the shipment there. Omniva will make reasonable efforts to contact the addressee. 

10.3.2 A courier shipment with the additional service of ‘Delivery to private person’ in the case of which redirection to a 
parcel machine or post office is agreed with the addressee when a delivery agreement is made will be stored in the 
respective parcel machine/post office for 7 (seven) calendar days. 

10.3.3 A courier shipment with the additional service ‘Delivery to private person’ the addressee of which could not be reached 
despite numerous attempts to contact them will be redirected, if possible, to a parcel machine or post office, where 
it will be stored for 7 (seven) calendar days. 

10.4 The shipment will not be deposited, but will be immediately returned to the sender if: 

 the addressee does not accept the shipment; 
 the shipment cannot be forwarded to the addressee because the address is inaccurate or illegible or for another 

similar reason; 
 the addressee does not live or is not at the address noted on the shipment and there is no information about the new 

place of residence or location of the addressee. 

10.5 The options for extending storage period, their terms and conditions and prices are available on the website 
www.omniva.ee. 

11. REDIRECTING 

11.1 The sender or the addressee has the right to redirect a postal item in the territory of the country of destination and the 
service must be paid for according to the established price list, which is available on the website www.omniva.ee. 

11.2 The maximum permitted dimensions of the requested delivery method must be considered upon redirection. Redirection 
is not possible if the weight or dimensions of the postal item exceed the maximum parameters permitted for the preferred 
delivery method. 

12. RETURN OF POSTAL ITEM 

12.1. Return after expiry of deposit period, upon refusal to accept postal item, etc. 

12.1.1 A postal item is returned to the sender after the expiry of the deposit period if the addressee refuses to accept it or if the 
postal item cannot be delivered. 

 A non-delivered international postal item will not be returned to the country of origin if the sender has prohibited 
returns. 

12.1.2 The postal item belongs to the sender until its delivery. The sender has the right to recall their postal item for as long as 
it has not be delivered to the addressee. 

 The possibility to submit an international recall request depends on the country of destination. The list of countries 
that accept recall requests is available on the website www.omniva.ee. 

http://www.omniva.ee/
http://www.omniva.ee/
http://www.omniva.ee/
http://www.omniva.ee/
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12.1.3 Omniva has the right to charge a return fee if a postal item is returned – the return price list is available on the website 
www.omniva.ee. 

12.1.4 If a postal item, the shipping costs of which had to be paid by the addressee upon delivery, is returned to the sender, 
the sender must pay both the shipping and return fees. 

12.1.5 If, at the moment the return is requested or prohibited content is detected, the international postal item is no longer at 
the same post office to which it was transferred for forwarding but has not yet left Estonia, the sender will pay Omniva 
the fee for returning a national postal item. The sender has the right to demand a refund of the remaining part of the 
shipping costs. 

12.2. Customer return 

12.2.1 The addressee can return a postal item to the sender at the sender’s expense only if the sender has enabled customer 
returns in the Omniva e-service. 

12.2.2 If returns at the expense of the sender are enabled, there is a return code in the text message concerning a postal item 
collected from a parcel machine or a post office which the addressee can use to return the parcel free of charge during 
the time determined by the business customer. 

12.2.3 The sender, i.e. the business customer, sends the return code to the addressee for returning postal items sent by the 
‘Courier’ delivery method. 

13. METHOD AND SPEED OF DELIVERY OF POSTAL ITEM ARRIVING IN ESTONIA 

13.1 An international postal item arriving in Estonia will be sorted at the sorting centre according to the applicable quality 
standards and the postal item will be sent to the addressee via a parcel machine, courier or post office/mailbox according 
to the service selected by the sender. The national delivery times of postal items are specified on the website 
www.omniva.ee. 

13.1.1 Postal items that do not require the recipient’s signature and the maximum dimensions of which are up to 23 cm ˣ 33 
cm ˣ 2 cm (length, width, height/thickness) are delivered to a mailbox. 

13.1.2 The following are delivered at a post office: 

 postal items for which the sender has selected post office as the delivery method; 

 registered items that could not be delivered after a delivery attempt; 

 unregistered items the dimensions of which exceed the dimensions specified in point 13.1.1. 

13.1.3 The following are delivered into a parcel machine: 

 postal items for which the recipient has expressed a wish to be received from the parcel machine and the dimensions 
of which do not exceed 64 cm ˣ 38 cm ˣ 39 cm; 

 if there are free parcel machine boxes, shipments with the recipient’s mobile phone number on the address card. 

13.2 The terms and conditions described in points 5 and 9 are followed in the case of a postal item delivered in a parcel 
machine, at a post office or by courier. 

13.3 If a postal item arrives from outside the European Union and the value of the item’s content exceeds the limits established 
with the Customs Act, it is held by the customs office and customs formalities must be performed for the postal item. 
Information on the customs formalities, the limits and price lists is available on the website 
www.omniva.ee/business/parcel/customs_clearance. 

14. FILLING AND HANDLING OF COMPLAINTS AND APPLICATIONS 

14.1. Filling a complaint and damage claim 

14.1.1 The sender or the addressee may file a written complaint for compensation if the postal item was inappropriately delivered 
or damaged or if other damage was caused within 5 (five) calendar days of the day when the circumstance that is the 
basis for the complaint became evident, but not later than within 30 (thirty) calendar days of transfer of the postal item 
to Omniva (excl. in the cases set forth in points 14.1.2–14.1.3). 

14.1.2 If a postal item sent to Finland by the ‘Courier’ delivery method is late or lost, the tracing application must be submitted 
not later than 10 (ten) days of transfer of the postal item to Omniva. 

14.1.3 The tracing application for a parcel sent using the Premium service must be submitted not later than 4 (four) months of 
transfer of the postal item to Omniva. 

14.1.4 If the user of the service has complaints about several different postal items addressed to different addressees, a separate 
application must be submitted for each item. 

14.1.5 The complaint or application must be submitted to Omniva in writing using the tracing form on the website 
www.omniva.ee, by e-mail or at a post office. 

 

http://www.omniva.ee/
http://www.omniva.ee/
https://www.omniva.ee/business/parcel/customs_clearance
http://www.omniva.ee/


Standard Terms and Conditions of Omniva PARCEL SERVICES 

11 
 

14.1.6 The following information will be included in the application: 

 the first name and surname of the applicant or the legal entity’s business name, address, e-mail address, telephone 
number and, if the content of the application is compensation for damage, the bank account number; 

 details of the postal item that is the basis for submission of the application – parcel code or the tracking number of 
the postal item, sender’s name and contact details, date and method of transfer of the postal item (name of parcel 
machine, name of post office or address if handed over to a courier); addressee’s name, address and contact details; 

 value of the contents of the postal item and cash on delivery amount in the case of a COD postal item; description of 
the contents and packaging of the postal item; photos of the damaged postal item, packaging and contents if the 
postal item was damaged; 

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

14.2. Processing of applications 

14.2.1 Omniva will review the application or the complaint not later than within 10 (ten) days of the day the application or 
complaint was submitted and notify the applicant or complainant of its resolution by the requested means. 

14.2.2 If it is not possible to provide a satisfactory response within the specified deadline, the applicant will be informed of this 
in writing with an interim response and the final response will be sent within 1 (one) month. If the time needed to resolve 
the complaint is longer than 1 (one) month, the complainant will be informed and a response will be given as soon as 
possible. 

14.2.3 Applications on international postal items will be resolved within 2 (two) months of the day the application was submitted. 

14.2.4 If the application or complaint cannot be resolved, the applicant will be given a response stating the reasons why it cannot 
be resolved (with references to effective legislation, rules or the standard terms and conditions of the service). 

14.2.5 If a postal service user cannot reach an agreement with Omniva, they can appeal to the Competition Authority or a court. 

15. MATERIAL LIABILITY AND COMPENSATION FOR DAMAGE 

15.1 Omniva is materially liable for the direct damage caused: 

 when a postal item is lost; 

 when a postal item is damaged due to Omniva’s fault; 

 if the COD amount is not collected from the addressee in full or in part; 

 if an international postal item sent using the Premium service is late, in which case the liability is limited to 
compensation of the difference in the shipping costs of the Premium and the Standard service. 

15.2 Omniva is liable for direct material damage which was caused due to the fault of Omniva (intent, negligence, gross 
negligence) and which corresponds to the actual value of the rifled or damaged postal item but not more than the 
maximum compensation established for the respective main service (point 15.3). Material damage does not include 
indirect damage, including unearned revenues. 

15.3 Maximum compensation rates if a postal item is lost or damaged: 

 the delivery method is ‘Parcel machine’: max 320 €; 

 the delivery method is ‘Courier’: max 320 €; in the case of a large postal item and Pallet service: max 512 €; 

 the delivery method is ‘Post office’ in the case of a postal item sent inside Estonia: max 320 €; 

 the delivery method is ‘Post office’ in the case of a postal item sent to Latvia, Lithuania or Finland: max 50 € + 6 
€/kg; 0 € in the case of an ordinary item, i.e. an item that cannot be tracked; 

 the delivery method is ‘Pick-up point’ in the case of a postal item sent to Finland: max 35 €; 

 Premium international service: max 100 € + 8 €/kg; 

 Standard international service: max 50 € + 6 €/kg; 

 Economy international service: 0 €. 

 The shipping costs will also be refunded, excl. in the case of ordinary postal items (i.e. items that cannot be tracked) 
sent using the Economy service and sent to Latvia, Lithuania or Finland by the delivery method ‘Post office’, which 
have no compensation limit and the shipping costs are therefore not subject to be refunded. 

15.4 If an insured item is lost, the damage will be compensated to the extent of the stated value. The maximum insured value 
of a postal item may be €4,500, but the limits based on the country of destination apply in the case of international postal 
items. The relevant information is available on the website www.omniva.ee. 

15.5 If a postal item was lost or its contents were damaged due to force majeure in the case of which compensation is not 
paid, the sender has the right to a refund of the service fees paid, excl. for the additional service ‘Insurance’. 

http://www.omniva.ee/
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15.6 Generally, Omniva pays the compensation to the sender, who has the right to transfer the right to compensation to the 
addressee by informing Omniva of the relevant request in writing. The sender or the addressee may authorise a third 
party to receive the compensation. 

15.7 The compensation is paid out in euros. The compensation will be transferred to the current account of the recipient of 
the compensation. 

15.8 If the postal item or a part thereof that was deemed lost is found after the compensation was paid out, Omniva will inform 
the person who received the compensation that they have the right to receive the postal item or the part thereof that 
was deemed lost within 3 (three) months if they repay the compensation that was paid out to them. If the person who 
received the compensation refuses to accept the found postal item or does not reply to Omniva within 10 (ten) working 
days that they want to accept the found postal item, the ownership of the postal item will transfer to Omniva or another 
postal service provider (in the case of international postal items) who paid out the compensation in relation to the 
destruction or loss of the postal item. 

15.9 Omniva cannot be held liable in the following cases: 

 if the loss of a postal item or the loss of or damage to its contents was caused by the fault or negligence of the sender 
or the type of the contents of the postal item; 

 the damage caused to the postal item by fluctuations in temperature; 

 in the case of postal items that contain articles and/or substances specified as prohibited in these standard terms; 

 if postal items have been seized in accordance with legislation; 

 if the sender acts malevolently in order to receive compensation; 

 if an international postal item has been returned to the sender after the expiry of the storage deadline, a failed 
attempt or another reason; 

 in the cases of force majeure specified in clause 15.11 and if Omniva cannot keep account of postal items due to the 
destruction of documents as a result of force majeure, provided that the liability of Omniva has not been proven in 
any other manner. 

15.10 Omniva remains liable in the following cases (provided that packaging and labelling requirements have been complied 
with): 

 the loss of or damage to the contents of the postal item is discovered before the delivery or during delivery; 

 if, in the case of a returned postal item, the sender accepts the postal item with the proviso that the postal item is 
rifled or damaged and immediately submits a written damage claim to Omniva; 

 if the addressee of a postal item, or the sender if it is returned to the place of origin, immediately declares by 
contacting the post office or without leaving the post office that they have discovered that the contents of the item 
have been stolen or damaged. 

15.11 Force majeure is a circumstance that Omniva could not influence and could not have been reasonably expected to take 
into account or avoid when the contract was entered into or when non-contractual obligations emerged; Omniva could 
not be expected to prevent or overcome the obstructing circumstance or its consequences. Force majeure includes, but 
is not limited to, the occurrence of technical faults independent of Omniva or obstacles to the provision of the service 
caused by a natural disaster, catastrophe, inclement weather conditions, war, strike, legal amendments or any other 
extraordinary event that Omniva could not foresee or prevent. 

16. PROCEDURE FOR OPENING, PRESERVATION, SALE AND DESTRUCTION OF POSTAL 

ITEM 

16.1 Omniva has the right to open a postal item: 

 to protect the contents of the damaged postal item or to ascertain its status; 

 if there are suspicions that the contents of the postal may have been lost or if there are external signs which suggest 
that the contents may have been rifled or pose a threat to other postal items; 

 to enable customs inspection of the postal item; 

 to ascertain the sender if delivering the postal item is impossible (if the sender’s details are missing, inaccurate, 
illegible, etc.). 

16.2 The persons present at the opening of the postal item are obliged to maintain the confidentiality of the information subject 
to postal secrecy that became known to them when the postal item was opened. 

16.3 A certificate will be prepared about the opening of a postal item. A note about the reason why the postal item was opened 
is made on the opened postal item. 

16.4 Depending on the case, the persons who open the postal item decide whether the opened postal item or its partial 
contents will be forwarded, returned to the sender, destroyed or sold. 

16.5 After opening (excl. if delivery is impossible) and after the removal of spoilt or hazardous substances or articles, the postal 
item will be sent to the addressee with a copy of the certificate. A copy of the certificate on the removal of spoilt or 
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hazardous substances or articles will also be sent to the sender of the postal item. Postal items subject to customs 
inspection that contain prohibited substances or articles will be returned to the sender or, if the postal item contains 
hazardous substances or articles, sent to the customs warehouse to be destroyed. 

16.6 The postal items (or their contents) that cannot be forwarded or returned which the sender and the addressee have 
declined as well as the articles/goods contained in the postal item that are prohibited or unfit for further consumption will 
be eliminated. 

 Omniva may destroy spoilt or highly perishable contents immediately after opening the postal item at the storage 
place. 

 Hazardous goods are destroyed; prohibited articles/goods are returned to the sender or destroyed, depending on the 
case. 

 Written notices and articles of little value will be destroyed after 6 (six) months. Postal items are destroyed in a way 
that guarantees postal secrecy and the protection of personal data. 

 Other contents of value in postal items will be sold after 6 (six) months on the condition that this does not breach the 
inviolability of the privacy of the sender or the addressee. The proceeds of the sale of articles contained in postal 
items will be retained by Omniva. 

 


