PD CEN/TR 16915:2015

BSI Standards Publication

Postal Services — Quality of
service — Damage to postal
items

[
bSlo ..making excellence a habit’


https://www.stdhive.com/standards/bs-pd-centr-169152015-pdf/

PD CEN/TR 16915:2015

PUBLISHED DOCUMENT

National foreword
This Published Document is the UK implementation of CEN/TR 16915:2015.

The UK participation in its preparation was entrusted to Technical
Committee SVS/4, Postal services.

A list of organizations represented on this committee can be obtained on
request to its secretary.

This publication does not purport to include all the necessary provisions of
a contract. Users are responsible for its correct application.

© The British Standards Institution 2015.
Published by BSI Standards Limited 2015

ISBN 978 0 580 91102 6
ICS 03.240

Compliance with a British Standard cannot confer iriunitly from
legal obligations.

This Published Document was published under the =t thority of the
Standards Policy and Strategy Committee on.30 1 'overaber 2015.

Amendments/corrigenda issued since puolication

Date Text affected



https://www.stdhive.com/standards/bs-pd-centr-169152015-pdf/

PD CEN/TR 16915:2015

TECHNICAL REPORT CEN/TR 16915
RAPPORT TECHNIQUE
TECHNISCHER BERICHT November 2015

ICS 03.240
English Version
Postal Services - Quality of service - Damage to postal
items
Services postaux - Qualité de service - Dommages aux Postalische Dienstleistungen - DNien.tqualitat -
envois postaux Beschaddigung v n Po.tsenuungen

This Technical Report was approved by CEN on 17 November 2015. It has been drawn up by the T. chnical Committee CEN/TC
331.

CEN members are the national standards bodies of Austria, Belgium, Bulgaria, Croatia, Cyp s, ( .echi Republic, Denmark, Estonia,
Finland, Former Yugoslav Republic of Macedonia, France, Germany, Greece, Hunga w,.cc.2nq, ireland, Italy, Latvia, Lithuania,
Luxembourg, Malta, Netherlands, Norway, Poland, Portugal, Romania, Slovakia, Slove. ia, S yain, Sweden, Switzerland, Turkey and
United Kingdom.

. — |

EUROPEAN COMMITTEE FOR STANDARDIZATION
COMITE EUROPEEN DE NORMALISATION
EUROPAISCHES KOMITEE FUR NORMUNG

CEN-CENELEC Management Centre: Avenue Marnix 17, B-1000 Brussels

© 2015 CEN  All rights of exploitation in any form and by any means reserved Ref. No. CEN/TR 16915:2015 E
worldwide for CEN national Members.


https://www.stdhive.com/standards/bs-pd-centr-169152015-pdf/

PD CEN/TR 16915:2015
CEN/TR 16915:2015 (E)

Contents Page
D100 QT0) 0 XE U0 00 a1 ) o 3
000010 L1 0 4
1 0 -
2 Terms and definitions ... ——————————————— 5
3 Main issues concerning the damages of postal Iitems ........ccooiinnnnn——— - 1.6
31 LT 1) | L A I P 6
3.2 Solutions applied by OPerators ... s—— B 6
4 Prevention aCtioNS.... s n s nsssassrsssasennnans 16
5 0 T 1) ) 1 0L 4 S 16
5.1 T3 5 1) o | 16
52 Analysis of the database of complaints........cccm————— AT N — 17
53 Reference t0 EN 14012 ... mnnsmmmsssssssssssssssssssssssssssssssssssssssssssssssssssns | forsmsmsssssssssssssssssssssssssssssaes 18
6 Activities to mitigate impact of damages........ccocursissssssnsnsnnnnns s ——————— 19
7 Parameters of postal items affecting the number of dan age s .....covrrnmnssssnsiisesssssssssssasenss 19
Bibliographiy ... s s ———————— 20


https://www.stdhive.com/standards/bs-pd-centr-169152015-pdf/

PD CEN/TR 16915:2015
CEN/TR 16915:2015 (E)

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 Commis:ion and che
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 issuad L
March 1996. Based on the progress achieved within this mandate, a second CEN mandate (M./31.) was
issued by the Commission in 2001.

The European Commission has recently issued another mandate to CEN (M/428) re 1uesting CEN to
perform standardization activities in order to adjust the existing European Standards £~r nostal services
in a multi-players environment, to develop new technical standards to improve the intei operability in
the postal sector and to study the feasibility of new standards in the area of qu~lity 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 stucy 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/bzachmark 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 be:vn-actice related to minimizing number of damages
and actions to mitigation effects of damages of pos:=! 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 esu oractices
dedicated to use by postal operators regardless of their size and users of postal services.

2 Terms and definitions

For the purposes of this document, the following terms and definitions appl:.

21

CN43/BDV

verification note, i.e. a form to report an anomaly or a set of anomalie. wvith a letter mail dispatch or a
consignment to a partner postal operator

Note 1 to entry:  BDV - bulletin de vérification, the form in French.

2.2

CP78/BDV

verification note, i.e. a form to report an anomaly v. a set of anomalies with a parcel dispatch or a
consignment to a partner postal operator

Note 1 to entry:  BDV - bulletin de vérificativ.>. e rorm in French.

2.3
damaged postal item
postal item which is not in th~ sai2+ condition as the provider accepted it from the sender

Note 1 to entry:  The teri “dai..age to postal items” usually implies that the contents of postal items are partially
or completely damaged .~ thot they became partly or whole unusable for their intended purposes, especially, for
the purpose which tha con ent had for the sender when he sent it to the recipient.

2.4
postal iten:
item addresse ? in the final form in which it is to be carried by a postal service provider

Nou>1tonatry:  In addition to items of correspondence, such items also include for instance books, catalogues,
r.owspper s, periodicals or containing merchandise with or without commercial value.

2.5
postal services
services involving the clearance, sorting, transport and delivery of postal items
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