The President of the Communications
Regulatory Authority
Decision No. (14) of 2025

Issuing the Regulation for
Postal Consumer Protection

The President of The Communications
Regulatory Authority,

After having perused Law No. (15) of 2023
Promulgating the Law Regulating Postal
Services, and

The Emiri Decision No. (42) of 2014 Establishing
the Communications Regulatory  Authority
(IICRAH)’

After consultation with the Stakeholders

Has decided as following:
Article (1)

To issue the Regulation for Postal Consumer
Protection which is attached to this decision and
shall be applicable to the postal sector with
reference no. CRACA2025/02/12.

Article (2)

All competent authorities, each within the
competency thereof, shall implement this
Decision. It shall be effective from the issuance
date thereof, and it shall be published in the
Official Gazette.

Eng. Ahmad Abdulla AlMuslemani
President of the Communications Regulatory
Authority

Issued on: 12 February 2025
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1 General Provisions

1.1 Definitions and interpretation

1.1.1

1.1.5

1.1.7

‘Advertisements” refers to any medium a
Service Provider uses to promote its
services to Consumers; this could include
a Service Provider's own website content,
other online Advertisements (on 3rd party
websites including social media platforms
and messaging applications), telephone,
postal or email communications or print
advertising.

“The  Authority” refers to the
Communications  Regulatory  Authority
("the CRA”) of the State of Qatar.

“Consumers / Customers” means any user

or potential user of any Postal Services,
including both residential and business
users. Consumers include both the
senders and receivers of Postal Services.

“Customs Authority” refers to the General
Authority of Customs (“the GAC") in the
State of Qatar.

“Postal Parcels” Every parcel, box, or bag
containing goods and things that do not
have the characteristics of letters,
postcards, publications, for the purpose of
transporting and  distributing  them,
provided that its weight does not exceed
thirty kilograms, or its weight or dimensions
exceed the specifications specified by the
Authority.

“Postal ltems” Letters, postcards,

publications, Postal Parcels and anything
else that can be transported by post.

“Postal Services” Collecting, transporting,
receiving, clearing, sorting, distributing and
delivering postal items inside or outside the
State’s borders in various appropriate ways
and means; issuing, printing and marketing
stamps, among others; installing and
removing postal boxes and letter boxes
and any other Postal Services specified by
the Authority.
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“‘Registered Postal Iltem” is a Postal Item for
which proof of sending and proof of delivery
or attempted delivery are included in the
Postal Service.

1.1.8

“Service Provider” is every person licensed
to provide Postal Services in accordance
with Law No. 15 of 2023, and which
includes the public postal operator,
international courier companies and
domestic courier companies.

“Tariff” The financial fee charged by the
Service Provider for each Postal Service it
provides.

1.1.10

1.2  Purpose and objectives of the Postal
Consumer Protection Regulation

(“PCPR”)

1.2.1 The objectives of this regulation are:

To ensure that Postal Services sold
to Consumers are fit-for-purpose,
meaning that Consumers have
sufficient information to choose the
correct service for their needs, and
that Service Providers provide the
service that was offered.

1.2.1.1.

To ensure that there is an effective
remedy to resolve complaints
between Consumers and Service
Providers if something goes wrong;
and
1.2.1.3. To ensure that Consumer
interests are protected by the
postal regulatory regime in
Qatar.
1.2.2This regulation supports these aims while
ensuring a fair and proportionate burden is
placed on all Service Providers.

1.2.1.2.

1.3 Legal basis for this regulation

1.3.1 This regulation establishes the basis of
Consumer protection for the postal sector in
Qatar in accordance with the Law No. 15 of
2023 Promulgating the Law Regulating
Postal Services (hereafter referred to as

“The Postal Law”). Chapter 2, Article 3.3 of
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the Postal Law states that the CRA will
undertake:

‘Developing a consumer protection policy,
monitoring Service Provider’s compliance
with it, monitoring the mechanism for
applying service terms between Service
Providers and consumers, and specifying
the fair and appropriate solutions required of
Service Providers and the provision thereof
to Consumers.”

Chapter 2 of this document is in line with
Chapter 2, Article 2 of Law No. 8 of 2008 on
Consumer Protection which states that
Consumers have ‘the right to obtain correct
data and information about commodities or
services ” and Chapter 5, Article 24.4 which
states a Service Provider shall commit itself
to “Providing detailed information about the
postal services it provides, their level of
quality, the service tariff prescribed therefor,
updating that information on a regular basis
and publishing it through available means
and in the manner decided upon by the
Authority.”

Article 3.2 of this document is with reference
to Article 30 in Chapter 7 of the Postal Law
which states that: “The Authority shall
undertake to  specify = mechanisms,
procedures, and rules for preserving,
opening, and returning postal items that
cannot be delivered to the addressee or the
disposal thereof.”

Article 4.6 of this document is in line with
Chapter 5, Article 25 of the Postal Law which
states that “The Service Provider shall be
liable for the loss or damage of registered
postal items deposited therewith, and for
any delay or error in the delivery thereof.
The right to file a case for compensation
shall lapse upon the expiration of one year
from the day following the date on which the
Service Provider receives the postal item.”

This regulation is binding on Service

Providers in accordance with the obligations
set out in the Licenses.

5 of 29

Qs e (SO daadll e 3.3 Baldl i ("2l
fob Lo Bgh Jdam of e 2l

oo il Lidlpsy cllginal] Dolas) Ll puad
oo o] Log pudi ek 4ul] dadfsag ¢ lgy doas ]
Luwlially Ablel) Jolsf) woady cedladly doasd

" eaall lydgy Laasd)  peda (o Dpllaall

e 2 8ol e Ailigl) o3a e NI el (355
Aleas L2 2008 4d 8 3 ¢yldll (pe A Ll
Ggalt oSlgiad) o3 of o el (gilly celigiodll
oo Anaall iy clashal o Joanll 4
Oa pueldl) Jaill (e 24,4 52llly " cilaaifly e luall
Dl o dasll edie a3l silly all e
clgands AU Lspll Sloasl] e ddlsamiil) Cilsgleal]
Al Cuady bl 5 pael dasd] diply clghipn (Syinss
cdalial Sluglly laydiy cdekiiio sypuas logleall
Pl )@ (ol gaill ey

Oe 30 sl ) d&sgl a3 (e 3.2 Bl i
o e pay il ayll el e bl Jeal
oty Lia elsdy Clehaly Sl anss digll 51
S 4l eapall g Jiad (i) Dl Spel] 50ley
Mlgie alil

O 25 Balall as dadigll oda e 4.6 salall 3élgm
1V e Galy (53l anall sl (e el el
sall il of s o ygaa dedsd prie (35S
[hs of 4sb (of sog etpa] doapall daaall Lyl
Caigelll (o dali] 4 ol Dby lgeda 6
Loai pds 2l Gyl SN pgill (o dico ¢ Luiaiil
M ll solall

Gy doaall adidl dojle dpasaitl) ZaDUl 036 (6
paslill G lgde (o guaidl LBy

‘. +9744499-5535 Q@ Al-NasrTowerB, Westbay

& +9744499-5515

24 P.0.Box 23404, Doha, Qatar

® |nfo@cra.gov.qa

& www.cragov.qa

.1.3.2

.1.3.3

.1.3.4

.1.3.5

.1.3.6



Communications

LT I

Regulatory Authority | QML ___a_jV|

1.3.7

1.3.8

State of Qatar | §_In 6 d_Jga

This regulation is issued without prejudice to
other applicable laws and regulations in the
State of Qatar, particularly the above
referenced law and other laws and
regulations related to Consumer protection
(e.g. Law No. 8 of 2008 on Consumer
Protection), and other international
conventions applying to the international
conveyance of Postal Items. The core
objective of this regulation is to apply
regulatory obligations on Service Providers
to protect Consumer interests.

In the event of any inconsistency between
this regulation and Law No. 15 of 2023
Promulgating the Law Regulating Postal
Services, the Law will prevail.

1.4 Components of the Postal Consumer

1.4.1

1.5

1.5.1

Protection Regulation (“PCPR?”)

This  Postal Consumer  Protection
Regulation (“PCPR”) includes the following
components:

1.4.1.1. The provision of clear, transparent
and accurate information on Postal
Services provided to Consumers.
The treatment of operational
issues that are relevant to
Consumers.

The complaints procedure to be
provided by each Service Provider
and the circumstances for
escalation to the CRA.

1.4.1.2.

1.4.1.3.

Provisions for customers with
disabilities.
Requirements for monitoring of

compliance.

1.4.1.4.

1.4.1.5.

1.4.1.6. The CRA Complaints Process for

Postal Services.

Commencement date of the Postal
Consumer Protection Regulation
(“PCPR”)

Shall be the date of the of the President’s
Decision issuing this Regulation
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1.6 Revision of the Postal
Protection Regulation (“PCPR?”)

Consumer

1.6.1 This regulation may be revised from time to

time as determined by the CRA.

1.6.2  Any substantial revisions to this Regulation
will be subject to the consultation process
determined by the CRA with the Service

Providers.

2 Clear, transparent and accurate information
on Postal Services

2.1 Requirements for basic tariff and service
information

2.1.1 The CRA has determined that all service
information, including the associated tariffs
and service quality, should be transparent
and sufficiently granular. Service Providers
should make available information on tariffs
and service quality in way that there should
be no hidden charges, and that end users
should be able to buy services which
accurately meet their needs, without
requiring additional, unnecessary services
to be purchased.

Tariff and service quality information,
including any known disruptions to service
quality, should be clearly displayed at any
point of sale from which a Postal Service
can be purchased, including

2.1.2.1. the Service Provider's website
(for online sales); and
2.1.2.2. the Service Provider's retalil

branch (for in-person sales); and

The Service Provider should make clear
any limit on the liability it accepts for the
carriage of Postal Items (subject to
requirements on fair and reasonable
compensation in section 4.5), and any
option that a Consumer may have to buy
additional insurance for high value items.

2.1.3

2.1.4 Additional requirements regarding the

reporting of tariffs to the CRA may be set
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out in a separate regulatory instrument
issued by the CRA.

Additional requirements regarding the
Quality of Service of Postal Services may
be set out in a separate regulatory
instrument issued by the CRA.

2.2 Advertising standards

2.21

The CRA places the following obligations
on Service Providers regarding the
advertising of Postal Services:

2.2.1.1. Service Providers are responsible
for maintaining the accuracy of
claims, descriptions and
comparisons in their
Advertisements and promotional
material and should be ready to
substantiate these with evidence,
if required by the CRA.

Full details of services, including
pricing and expected delivery
times  should be clearly
communicated to the Consumer
at the point of purchase. “Up
to...”, ‘“within...” and “from...”
claims when referring to delivery
times in Advertisements or
promotional material should not
mislead Consumers as to the
actual expected delivery time.
Service Provider should make
clear the circumstances that could
delay a delivery which may be
beyond their control. Service
Providers should be ready to
substantiate any of these claims
with evidence, if required by the
CRA.

Service Providers should make
clear any limits to size or weight of
parcels at the point of purchase.
Advertisements and promotional
material should not mislead
Consumers as to the size and
weight of parcels the Service
Provider is able to deliver and
should also not mislead
Consumers as to the effect of the

2.2.1.2.

2.213.
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size or weight of parcels on
delivery times or pricing.

Service Providers are responsible
for ensuring the services they
advertise are readily available
and that they are able to cope with
any reasonably foreseeable
demand from Consumers in
response to any advertising. If
there is a significant supply
limitation that is likely to affect
consumers, this should be stated
in the advertisement.

Service Providers should be able
to provide full details of any
advertised service within 10
working days upon a Consumer’s
request.

Service Providers should not
claim a service is on special offer,
available free of charge or
available on preferential
conditions unless this claim can
be substantiated.

Service Providers must not
mislead consumers as to terms of
service, and should state “terms
and conditions apply” where they
cannot provide full details in their
Advertisement. Service Providers
in such cases must clearly state
where such terms & conditions
can be accessed by consumers
and that they are made aware of
the conditions before purchasing
or contracting for the service.

Any footnotes, exclusions or
disclaimers in Advertisements
should be both visible and legible,
and should not contradict the
main body of an advertisement.

2.2.1.9. Any advertising via means of direct

90f29

contact (including but not limited to
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should be at a non-intrusive
frequency and during commonly
held sociable hours in the state of
Qatar. Consumers should be able
to opt out of advertising through
direct contact.

2.2.1.10. Service Providers are
responsible for ensuring their
Advertisements and promotional
material comply with Qatar law, do
not encroach on any Consumer
rights and do not incite anyone to
break any law.

2.2.1.11. Advertisements and promotional
material should adhere to
commonly held standards of
decency and social responsibility
in the State of Qatar.

2.2.1.12. Advertisements and promotional
material should not abuse the trust
of a Consumer or take advantage

of the Consumers lack of
knowledge regarding  Postal
Services.

2.2.1.13. Service Providers must meet the
requirements of any other
advertising standards issued by a
competent authority in the State of
Qatar.

2.2.2 When considering when an advertisement is

2.3
2.31

compliant with these standards, the totality
of the advertisement, the media used (and
the limitations thereof), the intended
audience and the consumer’s perspective
should all be taken into account.

Privacy protections

Service Operators are required to comply
with the Law No. 13 of 2016 Promulgating
Personal Data Privacy Protection and
Chapter 7 (Confidentiality of Postal Items) of
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Law 15 of 2023 Promulgating the Law
Regulating Postal Services.
contract

Minimum for

Consumers

requirements

Consumers may take out contracts with
Service Providers, for example:

2.4.1.1. Rental of PO boxes, with or without
inclusion of delivery to a home or
office location; and

2.4.1.2. Business mail contracts.

All contracts between a Service Provider
and Consumers for the provision of Postal
Services shall specify the following
minimum requirements in a clear, easily
understandable and easily accessible form,
in English or Arabic, depending on the
Consumer’s preference:

2.4.2.1. A description of the service to be
provided;

A description of the commitment
period and/or the minimum service
period (if any) and any minimum
notice period to be given by the
Consumer prior to terminating the
contract outside this term;

The cost of the service, including
any recurring charges and any one-
off charges;

Any charges that apply upon
termination of the contract (within or
outside the minimum service
period);

2.4.2.2.

2.4.2.3.

2.4.24.

Details of the minimum QoS
standards, and any applicable
compensation arrangements which
will apply if quality of service
standards are not met;

2.4.25.

2.4.2.6. A description of the Service
Provider's complaints procedure,
including details of how a
Consumer may lodge a complaint

(see Section 3 of this regulation);
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2.4.2.7. Aclause stating the payment terms;
and
2.4.2.8. A clause stating the period of time
between issue of the bill and
payment.
2.4.3 All contracts between a Service Provider
and a Consumer shall specify the purposes
for which the Consumer’s information may
be used and shall provide the Consumer
with the ability to opt-out of providing their
information for any of the stated purposes.
Consumers are entitled to accurate and
clear billing information. A bill should be
issued in Arabic or English depending on the
Consumer’s preference. Billing information
provided to the Consumer should fully
represent and not exceed the true extent of
services provided and charges rendered to
the Consumer.
Service Providers should retain records of
all bills for a period of twelve months after
issue, and these records should be
accessible to the Consumer on request.

244

2.4.5

3 Treatment of operational issues relevant to
Consumers

3.1 Introduction

3.1.1 In the following sections, the CRA sets out
the requirements for dealing with
undeliverable or misdirected items, and
items subject to customs inspections.
Nothing in the following sections shall
absolve the Service Provider from ensuring
the integrity and confidentiality of the Postal
ltems it carries, as per its License
obligations.

3.2 Treatment of undeliverable Postal Items

3.2.1 Article 30 in Chapter 7 of the Postal Law
includes other requirements which are
included and expanded upon below. These
obligations are commensurate with the
obligations in contained in each Service
Provider’s License.
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The Service Provider must deliver a Postal
Item to the addressee shown on the item.
Any postal item will be considered
undeliverable where:

3.2.2.1. theitemis too large to pass through
the letterbox and the recipient is
unavailable;

3.2.2.2. the item requires a signature and
the recipient is unavailable;
3.2.2.3. the address is obscured or

otherwise unreadable;

the written address does not exist
and cannot be reasonably deduced:;
or

an address can be located but the
Service Provider is unable to
access the premises for delivery.

3.2.24.

3.2.2.5.

When a Postal Item is undeliverable, a
Service Provider may attempt redelivery on
one or more occasions where appropriate.
The Service Provider must develop and
publish a policy for its approach to re-
delivery, including the number of delivery
attempts that will be made before an item is
considered undeliverable, and the central
location at which items are held for collection
by the recipient.

If redelivery is not possible, a Service
Provider has an obligation to return the item
to the sender in the first instance, unless the
treatment of undeliverable items is
otherwise agreed with the sender. Actions
associated with redelivery or holding items
pending delivery are not to be used in any
way to circumvent the provisions for
Exclusive Services in the Postal Services
Regulation.

Where it is not possible for the Service
Provider to return the item to the sender
(due to the absence or illegibility of the
return address on the outside of the item),
the Service Provider may open the item to

13 of 29

Gupall (Y Zoall 8ol s Lol aie e ciny
Giga Bl e eSidl 4l
Al Y b bl 500

duy sl L_;T Jﬂaﬁ

OSar ¥ Cumy Tax 5€ Lyl sl .3.2.2.1
2 4] duyally 2yl o00m ) Lella)
¢z b

ad) depally aadgill callais Zpaydl saldd) .3.2.2.2
trlie e

ebill WE e ol Cisana olgiadl .3.2.2.3

Sar Yy dsage e Sl sl L3.2.2.4
) $dshne <y an il

piie aabiin ¥ (Sl colsie anad oK .3.2.2.5

okl il ) Jpeah Aarall

o o caduall B3t anyd) dsdl (< Lavie

ol saaly Aad 3 adedll ale] Alglae deadl) adie
Leadll adie e cany Ll @l oIS Lia g
ely 8 Lay cauletl) sale] (A dngs dub dg el
Stie) J8 Wghal du g Gl adadll c¥slae e
ft S (S adgally candull 8yaia dpanyll algal)
dupall Jd Go lebuantd Zpapll algally Jalinay) 4
~ad)

Lexall adie il ol Bale] (Saall o (K o 13
o L ¥t aliall & Junsall N dpasll salall salels
AW e dsal dallen o syl pa BV 2
clehal) sl jean ¥ .gal daphy gl
DMl Meally Llia¥l o aduall salely daiall
Gilessll al€al olash (KA (e S5 gl cadeal
Apal) cileaall Lualatl) AU 8 Ayyeanll

Balall Bale) 4eadll adidd (Saall (e (35S Y Letie
lsie oy pe ol Qe ) dasall ) dal

Jsa s(foand) Baldl e daaylal) dgall e Juyall
Olsie (e 3SH Algladd Zayd) Balal) s deal] aaial

S +9744499-5535
S +9744499-5515

9 Al-Nasr Tower B, Westbay

24 P.O.Box 23404, Doha, Qatar

@ Info@cra.gov.qa

& www.cra.gov.qa

3.2.2

3.2.3

3.2.4

3.2.5



Communications

i E s

Regulatory Authority | CIML___aa V|

3.2.6

3.2.7

State of Qatar | | 6 d_Jga
attempt to ascertain the return address. If
the Service Provider opens the Postal ltem,
it must make a mark indicating:

3.2.5.1.

3.252.
3.2.5.3

the opening of the Postal ltem

the date of such opening and

the name of the employee
supervising the opening of the
Postal Item.

If the return address can be ascertained
having opened the undeliverable item, the
Service Provider must return the item to the
sender.

If it is still not possible to ascertain the return
address for the undeliverable item, and
depending on the nature of the item, then
the Service Provider must (unless the
treatment of undeliverable items s
otherwise agreed with the sender). Actions
associated with redelivery or holding items
pending delivery are not to be used in any
way to circumvent the provisions for
Exclusive Services in the Postal Services
Regulation.

3.2.7.1 dispose of the item if it is of
negligible value (e.g. newspapers,

magazines, or advertising mail);

hold the item in a secure location for
at least six (6) months if the item is
valuable (e.g. money, personally
addressed correspondence, e-
commerce items). If at the end of
that period the item has not been
claimed by the recipient or sender,
then the Service Provider must
dispose of it.

3.2.7.2

3.2.7.3 Any item disposal must be done
according to documented
procedures (available on request)
or according to requirements which

may be specified by the CRA.
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3.2.7.4 Actions associated with
undeliverable or disposal of items
are not to be used in any way to
circumvent the provisions for
Exclusive Services in the Postal
Services Regulation.

Where the Service Provider disposes of an
item according to the procedures set out in
Article 3.2.7, the Service Provider must
undertake the disposal safely and in a way
that maintains the confidentiality of the item.

Service Providers shall create a register

called the “Register of Undeliverable Postal

Items” in which they will document:

3.2.9.1 the reason for non-delivery of a
Postal Item;

the date of attempted delivery;

the flaws in the name and address
of the sender;

a description of the Postal Item;

3.29.2
3.293

3.2.9.4

3.2.9.5 the date and time of opening of an

undeliverable Postal Item;

3.2.9.6 the name and position of the

employee who opened the item;

3.2.9.7
3.29.8

the reason for opening;

the description of the contents of
the Postal Item;

3.2.9.9 the date and time of storage of an

undeliverable Postal ltem:;

3.2.9.10the date and outcome of the Postal
Item, either: return of Postal ltem to
the sender, preservation of the
Postal Item, or disposal of the
Postal Iltem; and

3.2.9.11where the item is disposed of: the
means of disposal.

3.2.10The CRA may inspect a Service Provider’s

Register of Undeliverable Postal Items at its
discretion.
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3.3 Treatment of misdirected Postal Items

3.3.1 Any postal item which has been delivered to

a delivery address other than that marked on
the outside of the item will be considered a
misdirected postal item.

3.3.2 On notification of the misdirection of a Postal

ltem, that notification given either by an
employee of the Service Provider or a
recipient of a misdirected Postal Item, a
Service Provider is obligated to make
reasonable attempts to re-direct and deliver
the Postal Item to the correct address
marked on the outside of the Postal ltem for
no additional charge.

3.3.3 If there is no clear correct address, Service

3.4

Providers are obligated to follow the
procedure for undeliverable postal items.

Treatment of Postal Items subject to
customs inspections

3.4.1 Service Providers are permitted to open

4.1

parcels for the purpose of customs
inspections only as required by the GAC. If
this is deemed necessary, the opening must
be documented as per the requirements for
undeliverable items.

Complaints procedure to be provided by
each Service Provider

The CRA requires that each postal Service
Provider has a complaints procedure for
Consumers to resolve any issues with the
service(s) it provides. The Service Provider's
complaints procedure should be used in the
first instance by Consumers, who can only
then raise a complaint with the CRA if the
Service Provider's own procedure is unable
to provide a satisfactory solution.

4.2 Scope of required complaints procedure

4.2.1 Service Providers are required to have a

written Consumer complaints procedure
which is concise, easy to understand and
contains all necessary information required
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for a Consumer to effectively raise a
complaint and receive a response.

Complaints should be dealt with at no
charge to the Consumer making the
complaint.
The Consumer complaints procedure
should contain at least the following
information:

4.2.3.1 The steps a Consumer should
follow for making a complaint,
including any minimum timeframe
that the customer should wait
before making their complaint, and
any maximum timeframe within
which a complaint must be made;

4.2.3.2 The steps a Service Provider will
take to address the complaint,
including timeframes in which the
complaint will be resolved, or the
Consumer notified of progress in

resolving the complaint; and

4.2.3.3 The contact details through which
a complaint can be made,
including at least a phone number,

email address and postal address.

The complaints procedure should be easily
accessible on a Service Provider's website
and should be provided in a paper format
upon Consumer request. Such procedures
must include a provision informing
customers that unresolved complaints can
be escalated to the CRA.

Service Providers should have complaints
procedures that are sufficiently accessible
for disabled Consumers to lodge a
complaint. This may include providing
documents in an acceptable format (e.g.
Braille or audio) for visually impaired
Consumers, or allowing a Consumer to
nominate an individual who may interact
with the Service Provider on their behalf.
Following a complaint being made, a
Service Provider must:
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4.2.6.1 Acknowledge receipt: immediately
if made in person or over the
telephone; within two days if made
by other methods including post or
email;

4.2.6.2 Register the complaint on their
internal information systems in a
way that allows them to monitor the
status and progress of the
complaint; and

Provide the Consumer with a
unique reference number for the

complaint.

Service Providers must record the time
they take to resolve complaints, split
according to the method by which the
complaint was raised.

Service Providers must have an internal
review procedure for evaluating the
success of handling complaints: both in
terms of the time taken and the resolution
achieved.

4.2.6.3

427

4.2.8

4.3 Timeframes for resolution of complaints

4.3.1 Service Providers are required to resolve
complaints within 10 working days. If a
complaint remains unresolved after a 10
working day period from its submission,
then the Consumer has the right to escalate

their complaint to the CRA.
4.4 Requirements for Documentation

4.4.1 The Service Provider is required to keep

documentation on:

4.4.1.1 The nature of the complaint;

4.4.1.2 The name and contact details of the
complainant;

4.4.1.3The time and date the complaint
was raised,;

4.4.1.4 The unique reference number of the
complaint; and

44.15The status of the complaint,
including the resolution achieved
once closed.
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4.5 Escalating complaints to the CRA

4.51

4.5.2

The circumstances in which a complaint
can be escalated to the CRA by a
Consumer are:

4.5.1.1 The Service Provider does not
accept the Consumer’'s complaint;
or

4.5.1.2The Service Provider does not
resolve the Consumer’s complaint
within the required timeframe as
detailed in 4.3.

Depending on the specific nature of the
complaint, the CRA can, as part of its final
decision, oblige Service Providers to a) pay
compensation (as detailed in section 4.6) or
to b) return or redirect postal items, in
accordance with Article 3.7, Chapter 2 of
the Postal Law.

4.6 Requirement for Service Providers to

4.6.1

4.6.2

4.6.3

provide compensation pursuant to article
25 of Chapter 5:

In cases of direct loss or damage to a
Registered Postal ltem, Service Providers
must offer fair and reasonable
compensation. “Loss” refers to a postal
item which has not been delivered by the
Service Provider by the end of the tenth
working day after its due date of delivery,
and “damage” refers to where the contents
of a postal package has suffered damage
that materially impairs the quality or
function of the item. in this regard the CRA
will take into consideration any other
international requirements which also apply
to service providers.

In cases of indirect loss or damages, such
as business losses incurred due to delayed
correspondence, Service Providers are not
required to compensate Consumers for the
value of the indirect losses or damages
incurred.

In cases of delay to delivery of a Registered
Postal Item, where “delay” refers to a postal
item being delivered after the end of its
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expected delivery timeframe, Service
Providers are required to provide fair and
reasonable compensation. This must be
clearly stated in their postal terms and
conditions. Actions associated with
compensation for delay are not to be used
in any way to circumvent the provisions for
Exclusive Services in the Postal Services
Regulation.

The Service Provider is exempt from
providing compensation in the following
circumstances:

4.6.4.1 Where the Postal Item is not a
Registered Postal ltem;

4.6.4.2 Where the loss, damage, delay or
error is caused by a force majeure
event outside of the control of the
Service Provider;

4.6.4.3 Where the loss, damage, delay or
error is caused by the sender's
mistake or negligence, or due to the
nature of the content of the
dispatched item;

4.6.4.4 Where the contents of the Postal
ltems are prohibited (as per the
terms of the License); or

4.6.4.5 Where the item is seized by any
competent authorities.

Either the sender or receiver of a
Registered Postal Item may be
compensated. The Service Provider should
not be expected to compensate both the
sender and receiver. If both parties submit
a complaint, the Service Provider should
compensate the sender by default (as
being the party that purchased the service),
unless there is a clear and verifiable reason
to do otherwise.

A Service Provider's policy to provide
compensation must be clearly stated in the
Service Provider's postal terms and
conditions. These policies must be clearly
documented and available on request.
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4.6.7 The right to file a case for compensation

shall lapse upon the expiration of one year
from the day following the date on which

the Service Provider receives the
Registered Postal Item.

5 Consumers with disabilities

5.1.1 Service Providers must create and
document procedures for fair and
appropriate  treatment of disabled

Consumers as it relates to the Postal

Services they provide. This includes:

5.1.1.1 Channels through which disabled
Consumers can communicate their
needs in relation to delivery of
Postal ltems;

5.1.1.2 How relevant employees should

meet disabled Consumers’ needs;

5.1.1.3 Engage with a delegated person

authorized to act on behalf of the
disabled Consumer; and

5.1.1.4 Monitoring impact and
effectiveness of the above points.

Relevant employees must be made aware
of these procedures and be appropriately

trained to comply with the procedures.

6 Monitoring of compliance

6.1 Regulation compliance

6.1.1 A Service Provider will observe the
following to ensure compliance with this
Regulation:
6.1.1.1 develop appropriate policies and

procedures to comply with this

Regulation;

develop appropriate procedures or

programs to educate employees

regarding Consumer protection;
analyse complaints made to it to
identify and prevent the
occurrence of complaints arising
from systemic issues; and

6.1.1.2

6.1.1.3
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6.1.1.4 where relevant, ensure that the
Regulation and any internal
procedures or programs are

provided to any third parties who
are working with or on behalf of the
Service Provider in the provision of
Postal Services.

6.1.2 A breach of this Regulation may be
addressed in two ways:

6.1.2.1

6.1.2.2

6.1.3 When considering use of

a Consumer who has been
adversely affected by a Service
Provider’'s non-compliance with
this Regulation may make a
complaint against that Service
Provider, initially through the
Service Provider’s internal
channels and then through the
CRA’s complaints procedure.

the CRA may exercise its formal
enforcement powers against a
Service Provider for breaches of
any provisions of this Regulation,
ensuring that a Service Provider is
notified and given an opportunity to
remedy any breach prior to the
CRA taking any formal action.

its formal

enforcement powers under the preceding
clause, the CRA will consider using an
escalating enforcement regime based on:

6.1.3.1

6.1.3.2
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public notification that a Service
Provider is likely to be in breach of
the Regulation, where appropriate
to the circumstances of the breach.
This step is intended to provide
notification to the public of the
failure of the Service Provider to
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for a rapid remedy of the situation
by the Service Provider;

binding directives that should be
taken by a Service Provider to
ensure compliance with the
Regulation;
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6.1.3.3 provision of refunds and/or
compensation to affected
Consumers;

6.1.3.4 other penalties permitted under
the Postal Law.

6.2 Self-certification of compliance

6.2.1 A Service Provider will annually certify its
compliance with this Regulation to the CRA
(“Self-Certification”), in writing and before
the date that is 10 working days following 31
December stating that:

6.2.1.1 it was compliant with this regulation
at all times from the date of the
previous Self Certification;

6.2.1.2 it is compliant as at the date on
which the Self Certification is made;
and

to the best of its knowledge and
belief it will be compliant with the
Reguiation for the following 12

months
If a Service Provider is unable to complete
Self Certification by that date, it must submit
in writing to the CRA within 10 working days
of the year ending 31 December, a report:

6.2.1.3

6.2.2

6.2.2.1 identifying the provision(s) of the
Regulation for which it is unable to
self-certify in  the relevant
timeframe; and

6.2.2.2 giving reasons for being unable to
self-certify
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Annexure 1:

1. CRA’s Consumer Complaints Process for

Postal Services

Figure 1: Consumer Complaints Process for Postal Services - Diagram
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Annexure 1

CRA’s Consumer Complaints Process for
Postal Services

1

1.1

1.2

1.3

1.4

The procedure for the CRA to accept and
investigate a consumer complaint is as follows:

Step 1: Each Service Provider is required to
have their own complaints procedure, as per
the relevant Applicable  Regulatory
Framework issued by the CRA. A consumer
should initially raise their complaint via the
Service Provider’s complaints procedure,
but in the event that the consumer not happy
with the Service Provider's resolution, or the
service provider refused to lodge the
complaint, the complaint can be escalated to
the CRA.

Step 2: The Consumer should use any of the
CRA's complaint channels to file a complaint
(after first filing a complaint with the Service
Provider).

Step 3: The following requirements must be
fulfilled for the CRA to accept the customer
complaint (The case must be one of the
below):

1.3.1 The complaint remains
unresolved/open with the Service
Provider for more than 10 working
days.

1.3.2 The Service Provider refused to

lodge the consumer complaint / no
complaint reference number was
provided.

The consumer has a disability and is
registered with the Qatar Society for
the Rehabilitation of Special Needs
and their complaint remained
unresolved/open with the Service
Provider for 8 working days.

The Service Provider closed the
consumer complaint without offering
any resolution and/or the consumer
is dissatisfied with the Service
Provider’s resolution/response.
Otherwise, the CRA will then validate the
details of the consumer complaint to make
sure that they have a legitimate complaint,
for example, the nature of the complaints
and their relevance to the Service Provider

1.3.3

1.3.4
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services, licenses, applicable laws, and
regulations, and relevance to CRA
mandates, the CRA will also collect
additional information from the consumer as
following:

1.4.1 QID/GCC ID/Passport number of the
Consumer making the complaint.

1.4.2 Shipment tracking number (if
applicable).
1.4.3 A valid contact number or the contact

of an authorized person making the
complaint.

Date and time of the complaint with
the Service Provider (if applicable)
and the channel used for complaining.

1.4.4

1.4.5 Complaint reference number (if
applicable) or the reason for its
absence.

Details of the complaint to the Service
Provider, the response(s) from the
Service Provider (if any), and reasons
why the resolution of the Service
Provider (if any) is unsatisfactory to
the Consumer

Any other pertinent details supporting
the investigation, such as SMS
screenshots, images, or references.
Based on the previous steps, the CRA will
identify whether the complaint is valid to
continue for investigation or not, and
appropriate notifications/updates will be
communicated by the CRA to the Consumer
based on the outcome or the progress during
the case handling.

1.4.6

1.4.7

Step 4: If any of the conditions in Step 3 are
not met, the CRA will reject the consumer
complaint. Where any one of these
conditions is met it is sufficient for the CRA
to accept the complaint.
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Step 5. For any rejected complaint, the
consumer is informed of CRA rejection and
the associated reasons and the case is
closed.

Step 6: The CRA will send an accepted
complaint to the Service Provider (usually
through the CRA Complaints Handling
System), providing a comprehensive
description and details based on what it has
been provided. This information enables the
Service Provider to conduct a thorough
investigation.

Step 7: The Service Provider will conduct an
in-depth internal investigation, utilizing their
resources and expertise to address and
promptly find a resolution to the complaint.
This procedure involves a thorough
examination of the complaint's details,
coordination with relevant internal
departments, and relevant parties, and
assuring adherence to the Service
Provider’'s License obligations, to ensure a
comprehensive and satisfactory resolution
for the consumer.

Step 8: The Service Provider will provide
updates to the consumer and ensure
effective communication regarding the
resolution process.

The Service Provider is advised to make a
minimum of three telephone contact trials
with the consumer to provide updates,
scheduled at various times throughout the
day in case the consumer is unreachable.

If the consumer is unreachable, the Service
Provider should dispatch an SMS or email to
notify the consumer of their attempts to
establish contact, aiming to provide updates
or propose a resolution regarding the
consumer's complaint and offer a proper way
for the consumer to reach back to the
Service Provider.

Step 9: The Service Provider is required to
submit a response to the CRA through the
CRA Complaints Handling System on the
case's due date defined in the CRA system.
The response may take the form of:
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1.13.1 Final
Results/Resolution,
detailed explanation of the
conducted investigations, their
outcomes, and any implemented
resolutions.

Progress Update for the CRA,
particularly in cases requiring
extended investigation time, and a
request for an extension of the case
due date through the system.

I 6 d_Jga
Investigation
providing a

1.13.2

Step 10: The CRA will carefully review and
evaluate the response/resolution and
information supplied by the Service Provider,
considering its responsibility under the
Postal Law to protect the rights and interests
of the public (Chapter 2, Article 3 of the
Postal Law).

If the Service Provider's response/resolution
is deemed satisfactory by the CRA, the case
will be closed.

If it is not satisfactory, an in-person check
may be required.

Step 11: In the event that the solution
proposed by the Service Provider is not
acceptable to the CRA, the CRA will decide
if onsite verification by the CRA to
authenticate the details or data provided by
the Service Provider would assist in the
resolution of the case.

Step 12: If an in-person check is required,
the CRA will communicate in advance with
the Service Provider to mutually agree on
the scheduled date, time, and specific
requirements for the site visit and verification
process, to be held within the next 5 working
days.

Authorized CRA employees will
undertake the in-person verifications;

then

1.19.1 The CRA will maintain a designated
list of authorized employees
permitted to conduct onsite
verifications, which will be shared
with Service Providers in advance.
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1.19.2 In each case, the CRA will specify
from the predetermined list which
authorized personnel will be
assigned for the onsite verification
with the Service Provider.

The authorized CRA employee will
participate in the onsite verification at
the Service Provider's location.

The authorized CRA employee will
compile an onsite report,
incorporating the findings. Both the
authorized CRA employees and the
nominated Service Provider
representative will collectively review
and sign off on the onsite findings

Step 13: The CRA will decide either to issue
a binding decision to resolve the case or not,
grounded in the findings from the conducted
investigation.

1.19.3

1.19.4

Step 14: Subsequently, the CRA will issue a
binding decision to the Service Provider for
any necessary corrective action(s), based on
the CRA assessment.

Step 15: The Service Provider is to
implement corrective action(s) as per the
CRA request/decision to resolve the issues
identified by the CRA or provide reasonable
justification in response to the CRA.

Step 16: The CRA will assess the corrective
action or reasonable justification. If the
Service Provider is deemed to be compliant
with the CRA’s binding decision, the
complaint will be considered resolved.

Step 17: If the Service Provider is deemed
to be not compliant, the CRA will move the
case into the non-compliance process,
leading to further action.

9 of 29

‘. +9744499-5535 Q@ Al-NasrTower B, Westbay

S +9744499-5515

B P.O.Box 23404, Doha, Qatar

Bassall Aalal) (ye Agl damis cdlla S 6 .1.19.2
et s ol cplgaall Y TRawe
sl adie ps plisal b (gial

il dlens Jaal disgl) Cadige hylinw .1.19.3
Aeal) aie aliga

o8 dass J3aal gl Cilige ashaw .1.19.4
tlase 0o IS a gt ol ey il
el Leasll adke iany (plsiall digll
Ll aigilly e 2301 danlyay

dal aile LA laca) Lof dipgll )y 113 Bgladl)
ohal 5 A Gaal it Y Talnad Y of sl

el Lol s Aisgl) Jaicios clld ey 114 Bohadl
Lo (@leba) o) ebal o Ay Zaasd

Augl andi o 2Ly (diyg
ol) eba¥) 20 deadll adke o aagiy 115 Bghil)
dal disgh S [ callad Ty dumgaaill (o)
Al Jginn 35 s 5l gl Lgnaa ) JSLal

ool ol ol Y gl S 116 Sghadl
aoladl Shall Miiee darall adie Lse) 13 L ghedl
Aels 3 35 (gl b gl e aliall

Jia3 cftias g Larll adhe Lol 13] 117 Bohadl
ol a5 L Yl axe leba) S Al diggl

SHebaY) e 2

©® Info@cra.gov.qa

{é} www.cra.gov.qa

.1.20

1.21

.1.22
.1.23

.1.24

B



