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European foreword

This document (CEN/TR 16915:2015) has been prepared by Technical Committee CEN/TC 331 “Postal
services”, the secretariat of which is held by NEN.

Attention is drawn to the possibility that some of the elements of this document may be the subject of
patent rights. CEN [and/or CENELEC] shall not be held responsible for identifying any or all such patent
rights.

This document has been prepared under a mandate given to CEN by the European Commission and the
European Free Trade Association.
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Introduction

The postal services sector offers an essential communication infrastructure of major economic and
social importance for commercial users and consumers. Postal services have a substantial effect on the
competitiveness of other sectors and European cohesion in general. In particular, the effectiveness of
postal services is crucial for the development of business to business and home delivery in Europe and
therefore is considered as a service of general economic interest (SGEI).

Directive 97/67, in particular its Article 20, recognizes the importance of the role of standardization
and also takes into account the wellness of users in particular. The European Commission has further
supported the process of technical standardization in the postal sector through mandates to the
European Committee for Standardization (CEN). A first standardization mandate (M/240) was issued in
March 1996. Based on the progress achieved within this mandate, a second CEN mandate (M/312) was
issued by the Commission in 2001.

The European Commission has recently issued another mandate to CEN (M/428) requesting CEN to
perform standardization activities in order to adjust the existing European Standards for postal services
in a multi-players environment, to develop new technical standards to improve the interoperability in
the postal sector and to study the feasibility of new standards in the area of quality of service (QoS).

This document was developed based on experiences of project team PT-I, in working group
CEN/TC331/WG 1. A final result of PTI project was Feasibility study when the PT-I came to the
conclusion, that:

— the project as a European Standard (EN) is not feasible,
— itis feasible to develop a guide with the best practice/benchmark list,
— the guide can be published either as TR or attached as an informative annex to the EN 14012.

Finally, the TR as guide to EN 14012 related to best practice related to minimizing number of damages
and actions to mitigation effects of damages of postal items was chosen.
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1 Scope
This Technical Report is an extension as a guide to the European Standard EN 14012 with regard to
damage of postal items. EN 14012 recommends:

The continual improvement of the overall quality of service is an objective of the complaint handling
system, and using the information from the complaint handling process to improve the overall quality of
service should be a permanent objective of any postal organization.

Complaint handling processes should allow analysis of complaint causes.

However, it does not contain detailed guidelines to possible solutions. Damages are a rare event and a
standard for measurement proved not to be feasible. This document contains a set of best practices
dedicated to use by postal operators regardless of their size and users of postal services.

2 Terms and definitions

koniecnahladu - textdalejpokracuje vplatenejverzii STN
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