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Scenario #1: Buyer filled up the wrong/invalid delivery 
postal code

1

Details

1
Buyer won’t be able to 
check out due to the wrong 
postal code inserted. 
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[Solution] Scenario #1: Buyer can change delivery address 
at My Account > Addresses before check out.

1

Solutions

1 Buyer can add a new 
delivery address or

Buyer can edit the existing 
not supported delivery 
address

1

2

2
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Scenario #2: Buyer changes the delivery address of a 
paid order to a non-serviceable address

Details

1
Buyer will not be able to 
change the delivery 
address to the unsupported 
one. 

1
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[Solution] Scenario #2: Buyer add new address that 
supports delivery in Order Detail Page.

Solutions

1 Add a new delivery address 
that can be supported by 
the logistics partner.



Serviceable Area Check: 

Shipment Level Verification 



9

Scenario #3: Seller unable to arrange shipment with an 
error message shown

Details

1
Buyer’s postal code is not 
supported by the logistics 
partner for delivery hence 
error message will pop up.

1

The same error message will pop 

up when seller tries to arrange 

shipment for orders that have 

exceeded dimension/weight limit 

validation for the logistics 

channel.

Note
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[Solution] Scenario #3: Seller reach out to buyer to change 
delivery address

Solutions

1 Advise buyer to follow this 
guide to change their 
address

They can do so via Shopee 
App or shopee.sg website.

If buyer is not responsive to the 

change of address request, 

please reach out to our 

Customer Service instead for 

assistance. 

(help@support.shopee.sg)

Note

https://help.shopee.sg/sg/s/article/What-should-I-do-when-I-see-The-product-does-not-support-the-selected-shipping-option-on-the-checkout-page
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Scenario #4: Seller is unable to arrange shipment with 
Pickup Address “Greyed Out”

Details

1
Seller’s postal code is not 
supported by the logistics 
partner for delivery hence 
error message will pop up.

1

Please be noted that if the 

shipment hasn't been arranged 

on-time, the order will be 

resulted in auto cancellation. 

Seller will be incurred penalty.

Note
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[Solution] Scenario #4: Seller change pickup address at 
Seller Centre > Settings > My addresses

Solutions

1 Edit the existing pickup 
address or add a new 
pickup address at Seller 
Centre > Settings> My 
addresses 

1

1


