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Last Updated 7/6/2021
We have been getting a large influx of emails regarding storage fees, how to access the tracking page, how to make a
payment, etc. To address the most common issues we decided to put together this guide to help you. It is full of
screenshots and examples, and we hope you find it helpful.
The common questions we cover in this guide are:

1) Why am I receiving emails on the 1st, 5th, 10th and 15th of the month telling me that I owe storage fees and is this
email legitimate?
2) How do I know how much I owe and when do I have to pay?

3) How do I log on to the tracking page? What is my username and password?
4) I have logged in to the tracking page. How can I tell how much I owe?

5) I do not understand how to read the grid with all the package information. Can you please help me to
understand what I am looking at?
6) How can I pay for my packages? What if I do not have a PayPal account?
7) Some of the packages you have for me are very old and as a result, I no longer want them. Can you just get rid
of them for me, so I do not have to pay for them?
8) I just paid my storage fees with PayPal or my credit card. Why does it still say I owe storage fees?
9) Help! I had trouble making the payment in time and now my package shows as liquidated. Is it gone forever?

After reviewing this guide, if you still have unresolved questions or concerns, please email us at info@cbiusa.com and
we will do our best to help you. Please be aware that we get a significant volume of email each day and have very
limited staff right now so it may take some time to get back you. But please know we will respond.

Thank you for your business and we look forward to serving you in person when the border finally reopens!

1) Why am I receiving emails on the 1st, 5th, 10th and 15th of the month telling me that I
owe storage fees and is this email legitimate?
Yes, the email is legitimate. For the past several years CBI has offered free storage if the package was picked up
within the first 180 days (approx. 6 months) of being received at CBI. If the package was at CBI longer than 180
days, the customer would typically have to pay $0.15 per day per package for each day past the first 180 days.
After the package was at CBI for 1 year (365 Days) the package would be considered abandoned and CBI would
liquidate it and the customer could no longer pick it. But as long as the customer came in before one year we
would be able to provide them with the package and they would pay the typical $5.95 inbound fee and $0.15
per day per package for all the days the package was at CBI beyond 180 days.
When the pandemic first hit and CBI was forced to shut down on March 19, 2020, many customers became
nervous and started to ask about storage fees and since we anticipated the pandemic may only last a few weeks
or months we initially offered free storage during the pandemic to help put our customers minds at ease.
However, at the end of 2020 we realized we could not continue this policy indefinitely as our financial resources
were being severally strained the financial viability of CBI was starting to be questioned.
So, we decided that we had to end the practice of offering free storage due to covid effective December 31st,
2020, and announced that customers would have to start paying the monthly accrued storage. As long as the
customer pays for the storage every month, we would store the package at CBI for as long as they would like
until they could come and pick them up.

2) How do I know how much I owe and when do I have to pay?
You may or may not owe anything for storage as all packages still get 180 days of free storage from the time
they were received at CBI. So, if you just shipped something to CBI a month ago, you would not owe any storage
fees at this time. However, if you sent something to CBI 6 months ago you may owe for a few days of storage.
When you do owe for storage fees you can only pay between the 1st and 15th of the month. When you pay
between the 1st and 15th of the month what you are paying for is the number of days you owe for storage in
the prior month.
At the point that you pay, the website will still show that you owe for additional storage but that is for the
current month and you cannot pay for those storage fees until the 1st of the next month or at the time you come
across the border to pick up your package.
If you receive one of our electronic emails it will detail exactly how much you owe. But even if you do not
receive an email you can always go to our website at https://www.cbiusa.com and click on the tracking button
on the left hand side of the website to get to our tracking page

3) How do I log on to the tracking page? What is my username and password?
Please visit our website at https://www.cbiusa.com and click on the Tracking link on the left hand side of the
page:

You will then need to log in to the tracking page using your username and password. Your username is usually
the first letter of your first name and the first letter of your last name followed by your PMB number. So say
your PMB number is 934122 and your name is Mary Jones your login is probably MJ934122 and your password
is typically your Canadian postal code for the home address you registered with.
If you are unsure of either your PMB or your password, simply enter your email address you first registered for
our service with, in the forgot your username and password section and we will email you your login
information.

4) I have logged in to the tracking page. How can I tell how much I owe?
If you are logging in during the 1st – 15th of the month when you are able to make payments, you will see a big box
with a white border toward the top of the page telling you exactly how much you owe. In this example this
customer owes $13.28

If you do not owe anything at this time, it will tell you that also by saying You have no storage payments due at this
time:

5) I do not understand how to read the grid with all the package information. Can you please help me to understand
what I am looking at?
We agree the grid can be confusing but people want to know all the details about their package so was the most comprehensive way to explain
everything. Let us take a look at a customer who had packages at CBI before the pandemic started and continued to ship packages to CBI throughout
2020. For simplicity and space, we have removed the last several columns from the picture.

6) How can I pay for my packages? What if I do not have a PayPal account?
You can pay for the prior month of storage fees between the 1st and 15th of the following month. To do that, log in
to the tracking page and at the top it will show you exactly how much you owe and will give you options to use
PayPal, Pay Later or Debit or Credit Card

If you have a paypal account you can simply click on PayPal or Pay Later and use your PayPal account. If you wish to
use a credit/debit card simply click on the Debit or Credit Card button. Your credit card will be processed by PayPal
and you will receive a receipt at the email address you provide from PayPal but having a PayPal account is NOT a
requirement and you do not need to go and setup a PayPal account. Just simply click the “Debit or Credit Card”
button and enter all of your credit card information.
IMPORTANT: If your credit card is billed to a Canadian address you must click on the American Flag and change
the country to Canada. Once you do that the Zip Code field will change to Postal Code and you will have a box
appear that you must check that says “I confirm that I am of legal age and agree to the PayPal Privacy Statement”
which is required by Canadian law. If you do not check this box nothing will happen when you hit the blue Pay
Now button. Always wait until the payment fully processes and you receive a confirmation!

7) Some of the packages you have for me are very old and as a result, I no longer want
them. Can you just get rid of them for me, so I do not have to pay for them?
Yes, simply log in to the tracking page and click on the box to the left of the packages you no longer want. This
will put a checkmark in the box. Once you have selected all of the packages you no longer want please scroll
down and press the red button that says “Please liquidate the packages I selected. I do not want them
anymore!”

You will get a popup warning message to confirm that you are sure you want us to liquidate them. Once you
click OK they will be immediately liquidated and you will no longer be responsible for Inbound Fees, Over Sized
Fees, Storage Fees etc. on those particular packages.

8) I just paid my storage fees with PayPal or my credit card. Why does it still say I owe
storage fees?
Even though the system is saying at the top “You have no storage payment due at this time” some customers
are confused because they see a storage fee due listed in the grid. Let’s take a look at an example where a
customer just paid for 17 days of storage in the month of June and made the payment on July 1st

So, the $0.90 is strictly is due today. But you are always paying for the month prior.
Occasionally something can go wrong with PayPal or our website and a payment that the customer makes does
not apply and they log back into the website and the column that should show as $0.00 like in the example
above example still shows a balance.
If this happens, please do not panic. Please close your web browser. Wait a few minutes and log back into the
tracking page. If it still shows an amount in the “Storage Fees for Last Month” column please look in your email
for the receipt from PayPal, you should get an email receipt from PayPal even if you paid directly with a credit
card.
Simply forward that PayPal receipt to us at info@cbiusa.com and be sure to use a subject like “I paid my storage
fee but it still shows I owe” and be sure to include your PMB # and we will research it and make things right.

9) Help! I had trouble making the payment in time and now my package shows as
liquidated. Is it gone forever?
Please do not panic. We do not dispose of the packages immediately on the 16th of the month. The system will
automatically mark them as liquidated but they are typically still around for a few days until our staff can get
around to pull them off the shelf to make room for new packages coming in as we are totally out of space.
But if this is the first time this has happened to you, we will typically make an exception if it was an honest
mistake and we still actually have the package on hand.
Please email us at info@cbiusa.com with a subject of “Help! My Package was liquidated”. Please provide us with
your PMB number and a brief description of what happened. We will verify that that we still have your package
and unliquidate it for you.
Please know that you are still responsible for the storage fees, so on the first of that next month you will owe for
both months. The month you accidently missed plus the newest month that would now owe for.

