
FAQ 

What do I need to know about non-medical masks?   

Here is a link for all the information about the use of masks from KFL&A Public 
Health:  https://www.kflaph.ca/en/healthy-living/resources/Infection-Prevention-and-
Control/Coronavirus/2020-04-17_COVID19-cloth-masks-8.5x11.pdf  

What are the washing instructions for the masks? 

Machine wash in COLD.  Do NOT bleach.  Remove promptly and TUMBLE dry on 
LOW.  

What is the United Together initiative? 

The initiative provides workplaces, families, and other groups with a way to purchase 
masks for themselves, while, at the same time, helping purchase masks for vulnerable 
people in our communities. With recent guidance from public health authorities asking 
people to wear non-medical face masks when in a community setting, we want to 
ensure everyone in the community has access to face masks.    

I’d like to purchase items. What do I do? 

Go to www.unitedwaykfla.ca/masks and select the number of masks you’d like to 
purchase. 

Can I purchase masks over the phone or in person? 

Our offices remain closed to the public and unfortunately we cannot accept mask orders 
over the phone or in person because of inventory control.  

Do I qualify for a tax receipt when I make a purchase? 

Because you are making a direct purchase of goods, you do not qualify to receive a tax 
receipt from United Way of KFLA.  Go to Canada Revenue Agency-Canada.ca  for 
more information. 

Do I need a “user” account to place an order? 

No. You don’t need to create an account to purchase items on the web-store. You will 
just need to give all of your billing and shipping information when you process your 
order through the checkout steps. 

What payment options are available to me? 
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You can process purchases via VISA or MASTERCARD credit cards by filling out the 
required information on the payment page during the checkout process.  

Is it safe to enter my credit card? Is the website secure? 

All information, including credit card information, is encrypted using Secure Socket 
Layer (SSL) 128-bit encryption. This means that any data sent from your computer to 
process your transaction is completely secure.  

Will I receive confirmation of my order? 

Upon successfully submitting your order through the web-store, an order confirmation 
will be sent to the email address you provided during check out. This will list all of the 
information from your order for your records.  

I did not receive confirmation of my order. What should I do? 

If you have submitted your order successfully, but have not received your order 
confirmation email, take a moment to check the junk-mail inbox within your 
email.  Some email services make the mistake of filing our notices in their junk box 
sections.  If, after several hours, you still cannot find your confirmation email, please 
contact us using the CONTACT US email link:  database@unitedwaykfla.ca so we can 
help you get this information. 

Can I return my order? 

Unfortunately, NOT. Because of all of the health restrictions concerning COVID-19 and 
its potential transmission, we cannot accept the RETURN nor offer REFUNDS, on any 
purchases and/or products shipped out.  All sales are considered FINAL based on this 
restriction. 

Can I change my order after it has been submitted? 

If there is an error in the order you have placed, please contact us ASAP using the 
CONTACT US email.  There may be time for our team to edit your order details or do a 
total CREDIT back to you which will allow you to RE-ORDER using the correct 
information. However please note, as mentioned in the note above concerning 
RETURNS, we will NOT be able to change, adjust or refund any order once the masks 
have shipped.  

Important note:  because of the finite levels of order stock available on these items, we 
are using a cancellation policy that states that orders may not be cancelled after 48 
hours of submission.  this will help insure that the available stocks are used in a timely 
manner for every order submission placed.  

How do my products ship? 
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Once the required items are produced, all orders are individually packaged and 
forwarded directly to their submitted SHIP TO address via whichever shipping method 
was chosen at check out. This web-store features Canada Post parcel shipping 
services.   

How quickly can I expect my order to arrive? 

Important Note:  At the initial start of this on-line program, please note that there may 
be a 1-2 WEEK timeframe for some of the finished masks being available to ship out to 
fulfill orders. Some masks are available right away and these will be shipped  

Can I donate masks to United Way? 

Unfortunately, United Way is not able to accept any donated masks for re-distribution 
out into the community.  

What if I still have questions? 

Please contact us using the CONTACT US email. A Site Administrator is available from 
Monday to Friday (excluding Canadian statutory Holidays) from 8:30am-5:00pm (EST). 
We will strive to respond to you within 24 hours — either with an answer or with a time-
line for an accurate response. (PLEASE NOTE:  Friday queries will be responded to on 
the following Monday) 

Thank You! 
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