SLOVENSKI STANDARD
SIST EN 14012:2009

O01-januar-2009

Nadomegla:
SIST EN 14012:2004

Pogtne storitve - Kakovost storitve - Nalela ravnanja s pritogbami

Postal services - Quality of service - Complaints handling principles

Postalische Dienstleistungen - Dienstqualitat - Grundsétze der Bearbeitung von
Beschwerden

Services postaux - Qualité du service = Principes’dé’traitement des réclamations

Ta slovenski standard jeristoveten:z: EN:14012:2008

ICS:
03.240 Postne storitve Postal services
SIST EN 14012:2009 en

2003-01.Slovenski institut za standardizacijo. RazmnoZevanje celote ali delov tega standarda ni dovoljeno.



SIST EN 14012:2009

iTeh STANDARD PREVIEW
(standards.iteh.ai)

SIST EN 14012:2009
httpsy//standards.iteh.ai/catalog/standards/sist/4696d8bd-3981-4722-be 1 &
e2ca02e8a920/sist-en-14012-2009



EUROPEAN STANDARD EN 14012
NORME EUROPEENNE
EUROPAISCHE NORM Novermber 2008

ICS 03.240 Supersedes EN 14012:2003

English Version

Postal services - Quality of service - Complaints handling
principles

Services postaux - Qualité du service - Principes de Postalische Dienstleistungen - Dienstqualitat - Grundsatze
traitement des réclamations der Bearbeitung von Beschwerden

This European Standard was approved by CEN on 25 October 2008.

CEN members are bound to comply with the CEN/CENELEC Internal Regulations which stipulate the conditions for giving this European
Standard the status of a national standard without any alteration. Up-to-date lists and bibliographical references concerning such national
standards may be obtained on application to the CEN Management Centre or to any CEN member.

This European Standard exists in three official versions (English, French, German). A version in any other language made by translation
under the responsibility of a CEN member into its own language and notified to the CEN Management Centre has the same status as the
official versions.

CEN members are the national standards bodies of Austria, Belgium; Bulgaria, Cyprus, Czech Republic, Denmark, Estonia, Finland,
France, Germany, Greece, Hungary, Icelandylreland, ltaly, LatviayLithuania, Luxembourg, Malta, Netherlands, Norway, Poland, Portugal,
Romania, Slovakia, Slovenia, Spain, Sweden, Switzerland and United Kingdom.

. — |

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

Management Centre: rue de Stassart, 36 B-1050 Brussels

© 2008 CEN  All rights of exploitation in any form and by any means reserved Ref. No. EN 14012:2008: E
worldwide for CEN national Members.



EN 14012:2008 (E)

Contents Page
0T =T o N 4
Lo Yo 11T oY 5
1 8T o o o - 7
2 NOIrmMative refEreNCES ... .. s e s mn e e e e e e s nmnns 8
3 Terms and definitioNs ... e 8
4 Complaint handling - Guiding PrinCiples ... e 1
g €T 3T o 11
11 ¢ 1 11 3 11
X o o= Y17 | o T] 1
7 7 X o o =Y o = | 7] 1 1
4.5 RESPONSIVENESS...ccceiiiiiiiieiiiiieienrnrernrenernnernsnnnnnsnnnsnsnsssssssssssssssssssssssssssssssssssssssssssssssssssssssnsnsnsnsnsnnnsnnnnnnnnnnnnnn 12
0 o 1= o Y 12
4.7 Confidentiality ..........cccviiiiiiiiii e ————————————————————— 12
P2 3 T W E=T=T o {0 XoTNE=T=Yo = T'o o o - T o 12
e I T T 1 2= 11 1/ 12
4.10 Continual improvement..:. Ll e G A L A L . L L s 12
4.11 Conformity with national and international framework .........c.cccccoiiiriinn 12
4.12 Resolution of problem at local level c.f:a: o cil crrast @ @i a e B E b 13
4.13 Complaints on postal items handled by multiple operators (cross border or multi-handled

L Lo 04 == { o0 4 - V1 SR 13
4.14 COMPENSALION L0 USEIS ......oeeiiiiiiiiiicccaeeees i rssssansas e s s s o s i et v n e e e e e eaasasssssnnenensssssasssssnnnnnsssessnnnsnensnssnsssnnnns 13
5 Complaint handling COMMIEMENt............c500e (00052005 6 hubersrnnash £bir 3243 (3KGnnenansnnnnssssannessasssnsesssssnsessasssesssssnnensns 13
6 Complaint handling ManNAgeMENt ..........ccoiiiiiicircirrrr s sms e ee s s s s s s ssansn e e e eesas s s sannnsanssnnmnnenens 14
7 Operation of the complaints handling ProCesSS ........ccccivmiiiiiiiiisccsseerrr s ssne e e e e s snmene e e s 14
A8 0T o101 4 0T 0T o T T o 14
7.2 Access to complaint handling ProCeSSEeS..... ... 14
7.3 Timescales for users to make comMPpIlaints ... 14
7.4 Receipt of COMPIAINES ... mn e e mn e e e e e s nmnn s 14
7.5 Classification of comPplaints ... e 15
7.6 Acknowledgement of complaints received..........cccciniiiiriiniii s ———————— 15
A I T3 T e e 4 ] = T S 15
7.8 Investigation of COMPIAINES ..........ccciiiiiiiiiccccerrrr s s as e e e e e e s snn e e e e e sa e nnmnnenees 15
7.9 Response t0 COMPIAINTS .......ccooviiiiiiiiiiiiiiiii s s s s s s s s s s ss s s s s s s nsssnsnsmsmsmsssssssssssssssnssnnnnnnnnnnnnnnnnns 15
4% 0 0 F= 11 4 E-38 0 o o0 0T o T= 0 1= 14 e 1S 15
7.11 Communication of the deCiSION ... s 16
7.12 Review of complaints and deCiSIONS ..........cccccviiiiiiiiciisecrie e e smne e e e smmnn e e s 16
7.12.1 Internal @SCalation ......... .. s e n e e e s nmnnn s 16
7.12.2 External @SCalation ....... ... e 16
7.13 Closing the record of a complaint...........cccoceiiiiiiii i ——————— 16
7.14 Complaint reporting & performance improvement .............o i 16
7.14.1 Internal RePOIrting ......cccciiiiiiiiiiiniir i 16
A 37 5 (=T g T L 3= o T o ] T 17
% B LT o1 7= 4 0= L= T Y7 17
8 Maintenance and iMProVeMEeNt ... 17
Annex A (informative) Customer complaint processes — channels and mechanisms for

communicating complaint handling processes to postal USers ... 18
A.1 CommuNICation CONEENT ... e e an e e s mn e e s e 18



EN 14012:2008 (E)

A.2 Communication ChaNNEIS ............. e s eamm e e 18
Annex B (informative) Complaint channels..........cccciiiiiiiiniini e ———— 19
B.1 List of complaint channels INVOIVEd ......... e 19
B.2 {0 F= 10T T=Y o o L= -1 oo 19
[ 00 TR € 7= 1= - | 19
B.2.2 Telephone COMPIAINtS.........cueueiimmimmmmmmmmeiemememnennnnsssnnnsnssnssssssnsssssssssssssssssssssssssssssssssssssasssssssssnsssssssssnsnns 19
B.2.3 Complaints made in WIHtiNg .......cccccoiiiiiiiicccccccrr e sssr e e s snmn e e e e s s s amnne e e eennnnnn 19
(= 70727 S = 4 = 11 e o 4T 1= 11 41 20
B.2.5 Complaints Made iN PEIrSON ........cccccceiiiiiiiiicccsssscrr s sssnr e e s s s s s ssmnr s e e e essa s s s ssmneneeeessnsnmnneeenesnnnnn 20
B.2.6 Other facilities.......ccccoiiiiie e 20
Annex C (informative) Capturing user information on complaints..........ccccceiiiiimniniiic e, 21
Annex D (informative) Complaint categorisation and classification ..........ccccccvvmminiiicnnciccsnee, 23
D.1 e Yo 11 o oY 23
D.2 Complaint justification.........ccccvciiiiinci e ———————— 23
D.3 Complaint OWNEISRIP ... s e s e s e 23
D.4 Complaint Categories ... ————————————— 24
D.5 Reasons for COMPIAINt........ccceiiiiiccciiciiii e ssssre e s ssss e e e e e s s s s smn e e e e e ee s smmnneeeeesannnn 24
Annex E (informative) RESPONSES ......ciiiiiccirrmrieriiiisissssmerrrsssssssssssmssseesssssssssssmsssesssssssssssmsssssssssssssssnnsnsesessasans 25
E.1 Content of responses — suggested SEQUENCE ........ccccerriiiiiiccissmeenrerrssssssssssseesr e s s ssssssssmssssssesssssssssnsenees 25
E.2 Issues to be considered can inClude ... ———— 25
E.3 TimeSCales fOr F@SPONSES ...cciiiiiiiiccieerrirriiisssssssserr e s s s sssssssssn e s e e s es s s s s sssnn s s e e e eesa s ssnnm e s e e e eesansssaneeenssnsssnnnnnnnnnns 25
Annex F (informative) Complaint reporting.... /. b deediieviteandhntiledtnds it ennnesrssssssssmses e e e e s sssssssmmnsessesssnens 26
F.A1 (€71 4 =T - 26
F.2 Timescales for reporting!. & i i d fo S Fo S B L R S e ————— 26
F.3 LE=Y o o o oo 41 1| 26
F.4 Extra monitoring data .........ccccueirrrniessssreisssnns s s ——————— 27
Annex G (normative)iPerformance improvement@ctivity) il 2oeh diddlnic i, 29
G.1 LCT=T 0T o R P P ot s e A T 11 29
G.2 Assessing the organization is able to deal with the information of the complaint handling

0 (o o =1 29
G.2.1 Organization of complaint information dissemination:...........cccccccccciirimii s 29
G.2.2 Examples of complaint analysis contribution to performance improvement...............ccccccvieeenns 29
G.3 Assessing how the complaint handling process drives continual improvement ............ccccceee.... 29
Annex H (informative) Continual improvement ... s e s ann 31
H.1 Continual improvement of the complaint handling process ........ccccoiiiiiiciiicscn e, 31
H.2 Continual improvement of products and Services ... 31
Annex | (informative) Transferring from 1% edition of the EN 14012 to this 2" edition of the EN

- L 32
1.1 (€71 4 =T o 32
1.2 Classification of complaints..........ooo e 32
1.2.1 (0d P -7 {0 14T g T ] o X - - PSP 32
| 1 B 0% (=Y oY g T=T-3 o oo 4] F= 1 s | R 33
1.2.3 Complaints about I0st IitemMS ........coccccciir e 34
1.2.4  Maximum handling time..........ccccoiiiiirrr e r e r e re s s e n e e n e e s e e e e s 34
1.3 Measurement of COMPIAINTS .........ccccciiiiiiiiicc e e s e r e e e s s e s e n e e e e e snnnn 35
1.3.1 =T o o o L= 35
1.3.2  Statistical INdICAtOrs ........c e 35
1.3.3  Reporting statistics about complaints ... —————— 36
1.4 Report on statistical INdicators...........oo o ——— 37
1.4.1 =TT - 37
1.4.2 Permanent statistical indiCators ... 38
=71 o] o T T o 7/ 46



EN 14012:2008 (E)

Foreword

This document (EN 14012:2008) has been prepared by Technical Committee CEN/TC “331”, the secretariat
of which is held by NEN.

This European Standard shall be given the status of a national standard, either by publication of an identical
text or by endorsement, at the latest by May 2009, and conflicting national standards shall be withdrawn at the
latest by May 2009.

This document supersedes EN 14012:2003.

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.

The content has been extensively revised to reflect:

— an increased requirement for postal operators and organizations to demonstrate a stronger focus on
providing a quality mail and associated complaint handling experience to postal users;

— limiting the number of measuring parameters; and

— stronger alignment with ISO 10002 adhering.to the measuring method described in the first edition of
EN 14012 means that also the measuring(requirements ©of this! frevised 2nd edition of EN 14012 are
met. Annex F contains general information regarding measuring and reporting of complaints based on
the criteria described in the first edition of EN.14012-and included in Annex |. However this revised
second edition of EN 14012 contains more requirements, on improvements and,corrective actions

According to the CEN/CENELEC Internal Regulations, the national standards organizations of the following
countries are bound to implement this European Standard: Austria, Belgium, Bulgaria, Cyprus, Czech
Republic, Denmark, Estonia, Finland, France, Germany, Greece, Hungary, Iceland, Ireland, ltaly, Latvia,
Lithuania, Luxembourg, Malta, Netherlands, Norway, Poland, Portugal, Romania, Slovakia, Slovenia, Spain,
Sweden, Switzerland and the United Kingdom.
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Introduction

In 1992 the European Commission pointed out in its Green paper the need to establish common rules for the
development of community postal services and the improvement of quality of service. The Commission
identified requirements for quality of service measurement including the management and measurement of
complaints.

The 1997 Directive of the European Parliament and of the Council on common rules for the development of
the internal market of Community postal services and the improvement of quality of service, 97/67/CE article
19, requires universal service providers to publish information once a year on the number of complaints and
the way they are dealt with. Complaints are requests given by users of the postal service in order to
communicate that they feel that the service provided has not met the standard they expect or the standard the
service provider has to comply with. It is recommended to investigate complaints in order to verify if there is
actual non-conformity with the service and to respond to the complainants. Moreover, complaints should be
regarded as the instrument to protect users if the service provider does not respect the commitments and
promises it has made.

The service provider can use complaints in its continuous quality improvement of the postal service. The level
of complaints and the reasons for complaints provide important information about the satisfaction of users with
different aspects of the postal service. There needs to be commitment to effective complaints handling at all
levels within the postal arganization’

An investigation carried out by the’ European pastalaegulators <€ERP in 2004 showed that the costs for fully
implementing the first edition of- EN 14012:2003 were likely to be too high, even for postal service
organizations with existing established and sophisticated complaint management & measurement/ reporting
systems. This prompted CEN/TC 331 to-start‘a revision’of the European Standard in 2005, incorporating
annexes about guidance for'its'use: " This'Second'version of EN’14012 does ‘not force those who already are
using EN 14012:2003 to change their-measurement systems to'comply with the European Standard, but gives
an opportunity to measure less extensively. This second version is also aligned with ISO 10002 on Complaints
handling and thus places more emphasis on the need for overall quality improvements within the postal
organizations.

Regulatory aspects, information about business sensitive information and special requirements for Universal
services have deliberately been left out of this European Standard. The reasons are that it is up to the
regulatory and governmental bodies, as well as in contracts between business partners, to refer to business
agreements and this European Standard, and to state which part has to be followed and for which service.

National regulators may have more specific requirements than those given in this European Standard.

In this second edition of EN 14012, the general structure of ISO 10002 is followed. For general complaints
handling rules that are not postal specific, references are made to the latest version of ISO 10002, which may
be revised independently of EN 14012.

The intention of the modified EN 14012 is to provide guidance on how to set up a complaints handling system
for postal service operators that can deliver positive solutions for postal users who complain and provide
sufficient information about quality of service related to complaints.

Postal specific issues which need to be taken into account are:-

— many postal organization employees are in frequent contact with postal users during the delivery of
their core job and may be able to deal with complaints on the spot. Most of this contact is not
recognised as complaint handling contact and is therefore not formally recorded. (For example, a
postman conducting regular collection and delivery activity);
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— cross border mail may generate cross border complaints where it may be difficult to establish which
postal operator is responsible;

— postal operations involving multiple operators carrying an item of mail will result in complaints being
made to organizations that may or may not be the responsibility of that organization;

— person who complains may not be the person who has paid for the service; for example, a recipient of
a mail item complaining about an incorrect delivery procedure;

— postal business in Europe is regulated by European and national regulatory law. This regulatory law
focuses primarily on the Universal Postal Service (which differs from Member State to Member State)
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1 Scope

This European Standard specifies complaints handling principles related to domestic and international postal
services. It applies to both national and cross border services. Attention is given to how to handle complaints
in multiple operator situations. The standard also gives guidance for compensation and redress procedures.

This European Standard may be applied to all types of postal service both Universal service and non-
universal service and by all types of postal organizations. It defines various types of complaints and
establishes a methodology for handling complaints in order to improve the service given to postal users. It
also gives guidance for complaints handling processes to be set up by postal service providers in order to
improve quality of service.

This European Standard provides guidelines beyond the requirements given in 1ISO 10002 and ISO 9001 in
order to consider both the effectiveness and efficiency of a complaint handling process, and consequently the
potential for improvement of the performance of an organization. When compared to ISO 9001, the objectives
of customer satisfaction and product quality are extended to include the satisfaction of interested parties and
the performance of the organization.

This European Standard is applicable to the processes of the organization and consequently the quality
management principles on which it is based can be deployed throughout the organization. The focus of this
European Standard is the achievement of ongoing improvement, measured through the satisfaction of
customers and other interested parties.

It should be noted that the number of complaints received might not be related to the level of service given. A
large number of complaintstmay, on the. contrary.reflect the leffectiveness of the postal operator's complaint
handling process.

This European Standard consists of guidance and recommendations and is neither intended for certification,
regulatory or contractual use, nor as a guide-to the,implementation of ISO 9001.

In Annex | the relationship with the second edition. of this European Standard is explained.
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2 Normative references

The following referenced documents are indispensable for the application of this document. For dated
references, only the edition cited applies. For undated references, the latest edition of the referenced
document (including any amendments) applies.

ISO 10002 Quality management — Customer satisfaction — Guidelines for complaints handling in
organizations

3 Terms and definitions

31

"access to customer service information" complaint

complaint about the information provided by the service provider on the specifications of its products and
services

NOTE 1 Examples would be complaints about availability of information on product specifications and prices, about
incorrect information and advice, or about information on complaints procedures.

NOTE 2 Complaints about information provided by a contractor or franchisee of the service provider would be included
in this category.

3.2
"access to postal services" complaint
complaint about how and when postal services are ayailable

NOTE 1  Examples would be complaints about opening hours at post offices, about queues at post offices, about
cleanliness of post offices, or about access for disabled and, handicapped people.

NOTE 2 Complaints about access points for postal services provided by, the service provider through franchised
operations are also included in the access to postal services category of complaints.

3.3

"behaviour and competence of postal employees” complaint

complaint regarding the behaviour of individual postal employees and the way individual employees operate
postal procedures

NOTE 1 Examples would be complaints about rudeness or behaviour of employees which is inconsiderate of users of
the postal service.

NOTE 2 Complaints about mistakes resulting in loss of, damage to or delay to postal items or causing delivery
problems is not included in this complaints category.

34
cause of complaint
originating event leading to a complaint

NOTE E.g. specific explanation for a service failure or customer perception of failure, generating a complaint.
3.5
compensation

redress given to a complainant by a service provider

NOTE Compensation rules are generally specified in the terms of business.
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3.6
complainant
person, organization or its representative, making a complaint

3.7

complaint

expression of dissatisfaction made to an organization, related to the perceived failure of its products, services
or policies, or the complaints-handling process itself, where a response or resolution is explicitly or implicitly
expected

NOTE Organizations may have a more detailed definition of what comprises a complaint in their respective complaint
handling approaches.

3.8

complaints handling process

process starting at the receipt of a complaint through a series of actions resulting in a final response or any
necessary escalation

3.9
"complaint handling” complaint
complaint expressing dissatisfaction about the way in which a previous complaint has been treated

NOTE Reasons for dissatisfaction could include the time taken to handle the complaint or the response received from
the service provider.

3.10
cross border mail
mail distributed from one country to another country:

[EN 14534:2007]

3.1
customer
natural or legal person having a business relationship with a postal operator

NOTE A consumer who purchases postal services is a customer.

cf. User

3.12
customer service
interaction of the organization with the user throughout the life cycle of a product or service

3.13

feedback

opinions, comments and expressions of interest in the products or services or the complaints handling
process

3.14

final response

communication by means of which the service provider informs a complainant of the results of any
investigation caused by a complaint, and whether the complaint is considered to be justified or not

NOTE 1 A continued dialogue between the service provider and an unsatisfied customer, after the complainant has
been informed about the results of the investigation in the final response, is considered a new complaint about
complaint handling.

NOTE 2 Even if the complainant is still not satisfied with the content of the final response, the specific complaint is
solved by the final response.
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cf. complaint handling complaint

3.15

general complaint

complaint that is based on a question of opinion or dissatisfaction in general with the service the postal
operator provides without reference to a perceived specific service or product failure

NOTE 1 General Complaints are neither related to a specific item or items nor to a specific customer or postal service
user.

NOTE 2  The process for handling general complaints may differ from the process for specific complaints.
cf. specific complaint

3.16
item damaged complaint
complaint regarding damage to the contents or envelope or wrapping of a postal item

3.17

"item lost or substantially delayed" complaint

complaint regarding a postal item not received, in whole or in part, by the recipient within a specified period of
time

NOTE Each postal operator may define a specific ‘loss’ time depending on the product or service used.

3.18

justified complaint

complaint regarding a subject for which the service provider, after investigation if necessary, recognises that it
may not have fulfilled its obligations in whole of'in part

NOTE Examples of the obligations of the service provider larelits’(@eneral terms of business and its regulatory and
legal requirements.

3.19
"mail delivery” complaint
complaint about when, where or how postal items have been delivered at the delivery address

3.20
"misdelivery"” complaint
complaint about postal item delivered to the wrong address or the wrong addressee (if appropriate)

3.21

multiple operator(s)

carriage of mail that involves more than one operator from its introduction into the postal process to its
delivery

3.22

"redirection” complaint

complaint about incorrect treatment of postal items that are affected by a permanent or temporary change of
address

NOTE 1  An example of what would warrant a change of address complaint would be failure to redirect letters to a
person’s new address when the service provider has undertaken to do so.

NOTE 2  Complaints about temporary changes of address, for example during the summer vacation.
3.23
specific complaint

complaint based on a question of fact related to a specific customer or postal service user, and a specific
instance or a specific postal item or items

10
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cf. general complaint

3.24

user

any natural or legal person benefiting from postal services
NOTE 1 A sender or recipient of a postal item is a user.

NOTE 2  The concept of user is wider than customer.

cf. customer

4 Complaint handling - Guiding principles

4.1 General

The overall reason to effectively manage, register and categorise complaints is to easily find information about
opportunities for improvement of the quality of products, services and processes. When choosing activities for
continual improvement, the organization should identify which causes of complaints that are the most
important to start to deal with.

The total volume of complaints and the reasons forithose complaints shouldinot be taken as the sole measure
of an organization’s performance. Many'organizations positively generate ‘complaints from users, even in
times of high service performance;s to further driverservice improyement. Comparing total complaint volumes
can be misleading. Complaint volumes‘should also be’ reviewed ‘against other factors, such as total volume of
postal items.

Adherence to the guiding/principlescset outlin/4:2to4.141is'trecommeénded fordelivering an effective complaint
handling process.

4.2 Visibility

Information about how and where to complain about postal services should be well publicized to postal users.
4.3 Accessibility

A complaints handling process should be easily accessible to all complainants and through a variety of
complaint access channels, so that no complainant would be disadvantaged. Information should be made
available on the details of making and resolving complaints. The complaints handling process and supporting
information should be easy to understand and use.

Wherever possible, accessibility to the complaints handling process should be free of specific charge. There

shall be at least one free of specific charge access channel available to users who wish to contact an
organization to make a complaint.

4.4 Acceptability
A complaint can be accepted from the sender or the addressee of a postal item or service.

Complaints related to the postal service provision can also be accepted from third parties, authorised to act on
behalf of senders or recipients.

11
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