The President of the Communications
Regulatory Authority
Decision No. (17) of 2025

Issuing the Regulation of
Postal Quality of Service Obligations

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
(“CRA”)’

After consultation with the Stakeholders

Has decided as following:
Article (1)

To issue the Regulation of Postal Quality of
Service Obligations which is attached to this
decision and shall be applicable to the postal
sector with reference no. CRACA2025/03/05.

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 AIMusiemani
President of the Communications Regulatory
Authority

Issued on: 5 March 2025
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1 General Provisions

1.1

1.1.1

Definitions and Interpretation

‘Acceptance Time” refers to the latest
time by which an item can be accepted at
each posting point if that item is to be sent
for onward processing that day. Postal
Items posted before the acceptance time
have the starting day “D” set to that day.
Postal Items posted after the latest time
have their starting day ‘D" set to the
following day.

‘Achieved QoS” refers to the level of
quality of service (QoS) which is actually
achieved by the service provider, e.g. the
Public Postal Operator delivers 90% of mail
received within D+2.

“‘Conveyance Service” refers to a service,
which involves an item moving through a
physical network from deposit/collection to
receipt/delivery, e.g. domestic standard
mail, or international express mail.

“CRA" refers to the Communications
Regulatory Authority.

‘D+n” refers to the number of days after
posting within which an item is delivered,
e.g. D+1 means the item is delivered
before midnight on the day following
posting. Non-working days are not counted
in the D+n.

“‘Domestic Services” refers to services
where both the sender and receiver are
located inside Qatar.

“Exclusive services” shall have the
meaning ascribed to it in the Postal
Services Regulation
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1.1.8 “Force Majeure Event’ is as defined in the

Postal Service License.

‘International Services” refers to services
where Postal ltems are posted inside Qatar
and delivered outside Qatar or Postal Items
are posted outside Qatar and delivered in
Qatar.

1.1.10 “License” refers to a license issued in
accordance with Chapter 3 of the Postal
Law to a specific person to provide Postal
Services. The License sets out the
requirements, terms and conditions a

Service Provider has to comply with.

1.1.11 “Metric’ refers to a parameter which
defines the QoS performance of a Postal
Service, either target metric or actual

achieved metric.

1.1.12 “Next Day” refers to D+1, where an item is
delivered before midnight on the day
following the posting day assuming it was

posted before the latest Acceptance Time.

1.1.13 “Non-Conveyance Service” refers to a
service, which does not involve an item
moving through a physical network, e.g.
checking a collection box, provisioning PO

Boxes, counter services.

“‘Postal Items” is as defined in the Law No.
(15) of 2023 Promulgating the Law
Regulating Postal Services

1.1.14

“‘Postal Services’ is as defined in the Law
No. (15) of 2023 Promulgating the Law
Regulating Postal Services

1.1.15

1.1.16 “Same Day" refers to D+0, where an item
is delivered before midnight on the same

day of posting
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1.1.17 “Scheduled QoS’ refers to the number of
days within which the Service Provider
should deliver the service, according to a
pre-defined work plan, e.g. Scheduled QoS
could be D+2

1.1.18 “Service Provider” is as defined in the Law
No. (15) of 2023 Promulgating the Law

Regulating Postal Services

1.1.19 “Street Boxes” refers to boxes used by
Service Providers to collect Postal Items
posted by senders, for onward conveyance

by the Service Provider

1.1.20 “Target QoS” refers to the level of QoS
which a Service Provider aspires to provide
(where it has set internal targets) or is
obliged to provide (where a target is set as
part of the QoS regulation), e.g. the QoS
target could be 80% of mail delivered within

the scheduled timescale

“Universal Services” shall have the
meaning ascribed to it in the Postal
Services Regulation

1.1.21

1.1.22 “UPU’ refers to the Universal Postal Union,
found at www.upu.int

1.2 Purpose and Objectives of the QoS
Regulation

1.2.1 One of the CRA's general objectives for
regulation of the Postal Sector is to set QoS
standards and monitor compliance. A QoS
regime is important to support of Qatar's
ongoing economic and social development
by:
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1.2.1.1 Providing information and data on
Service Provider performance to the
CRA;

1.2.1.2 Incentivizing and encouraging all
Service Providers to provide quality
services to their customers:; and

1.2.1.3 Protecting consumer interests in
relation to standards of service.

1.3 Legal Basis for this Regulation

1.3.1

Article 23 of the Law 15 of 2023
Promulgating the Law Regulating Postal
Services sets a clear requirement for the
CRA to determine the QoS standards for the
postal sector, to monitor compliance and
performance against those standards, to
publish selected reports on monitoring of
QoS, and that such standards will be
applicable to all licensed Service Providers:
“The Authority shall undertake to specify and
monitor the quality standards of postal
services provided by Service Providers, in
coordination with the competent authorities.
Reports related to monitoring postal service
quality standards shall be published by any
means the Authority deems appropriate,
including publication on the website of the
Authority”

1.4 Components of the QoS Regulation

1.4.1

This QoS regulation includes the following
components:

1.4.1.1 Baseline QoS obligations for all
Service Providers

1.4.1.2 Additional QoS obligations for The
Public Postal Operator
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1.4.1.3 Supporting
regulations

procedures and

1.5 Commencement Date of the Regulation
of Postal Quality of Service Obligations

1.56.1 The commencement date shall be the date
of issuance of the President’s Decision

1.6 Revision of the QoS Regulation

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. Baseline QoS Obligations for all Service
Providers

21  Transparency

2.1.1 Service Providers shall publish a set of
QoS Metrics for each Postal Service, at
every point of sale from which that service
is offered. Points of sale at which the QoS

shall be published shall include:

2.1.1.1 The Service Provider’s website (for
online sales); and

2.1.1.2The Service Provider's branches
(for in-person sales).

2.1.2 The QoS metrics to be published for each

Postal Service must include:

2.1.2.1 The nature of service offered (e.g.
domestic or international, standard
or express)
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2.1.2.2 The Scheduled QoS (in terms of the
number of hours or days between
sending and delivery) along with
any applicable Acceptance Time:;
and

2.1.2.3 Any factors that may affect the QoS
(e.g. the need to verify a recipient
address before delivery can be
completed, e.g. the need to take
into  account the  customs
timescales of recipient countries
before QoS timescales can be
confirmed).

21.3 Where the Scheduled QoS is a
complicated data set (e.g. for
international mail services with a large
range of possible destinations) then
information to be published may be
aggregated or grouped in a transparent
way.

2.1.4  For business services, which may have
bespoke terms, procedures shall be put
in place to provide the customer with
information on QoS prior to the sale of the
service.

22 QoS Performance for Tracked
Conveyance Services

2.2.1 Al Service Providers must report to the
CRA the actual QoS performance of their
Postal Services, where those services
feature tracking systems (either automated
or manual; either visible to the customers,
or internal company data)

2.2.2 The scope of conveyance QoS reporting
will vary by the location of the sender and
receiver as follows:

2.2.2.1 Domestic Services: full end-to-end
reporting, from sender to receiver
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2.2.2.2 International inbound services:
reporting on activities inside Qatar
only, from the completion of
customs clearance to receiver

2.2.2.3 International outbound services:
full end-to-end reporting, from
sender to receiver

Service Providers must report the tracked
QoS performance on a monthly basis.

Requirement: completion of delivery
according to the published timeframe of the
service

Metric: proportion of Postal ltems delivered
on time, according to published timescales

Target: 95%

Reporting: At the end of each month, the
Service Provider shall submit a report to the
CRA on the performance of each tracked
service offered, in the form of the QoS
Compliance Report (“QCR”) outlined in
Annex Il. The report shall include both: %
of items where first delivery attempt was
according to the published timescales; and
% of items where delivery was completed
on the published timescales, against a 95%
target. A delivery attempt can be contact
with the customer by any reasonable
endeavor (visiting the premises, or contact
in advance via phone, text or chatbot), to
attempt to deliver according to published
timescales. The Service Provider may
identify in the report the proportion of items
where successful delivery was affected by
poor address quality.

The CRA will publish a summary of the QoS
performance by Service Provider in order to
improve the transparency of service quality
for end-users.
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2.3 Complaints

2.3.1 Service Providers shall include in the QoS
compliance report they provide to the CRA
statistics on the number and types of
complaints they receive. The structure of
complaints reporting required is shown in
Annex |.

2.3.2 Service Providers shall report the
complaints statistics to CRA on a monthly
basis.

2.4 Retail Counters

2.41 Service providers shall display a target
waiting time (e.g. 10 mins) in their retail
branches (where they exist), and include a
method for consumers to complain to the
Service Provider and/or the CRA if the
waiting time was unacceptable.

Metric: Percentage of retail branch
counters permanently displaying the
required information in a visible and
convenient manner for consumers.

Target: 100%

Reporting: At the end of each month, the
Service Provider must submit to the CRA a
report which includes the % of branches
which display a target waiting time; and
confirms the method available to
consumers to complain about waiting
times.

3 Additional QoS Obligations for the
Public Postal Operator

3.1 Conveyance Services

3.1.1 Standard Domestic

The CRA will undertake an independent
survey of single piece Next Day and multi-
day Domestic Services provided by the
Public Postal Operator, on an annual basis
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Requirement:  delivery of standard
domestic items within D+1 and D+2 from
day of clearance from the Post Office or
Street Box

Metric: proportion of Postal Items delivered
D+1, D+2

Target: 85% D+1, 95% D+2
Reporting:

The CRA will report the results of its survey
annually and publicly.

Standard International Inbound

Requirement: delivery of international
inbound services within D+2 from clearing
customs to the PO Box.

Metric: proportion of Postal Items delivered
D+2.

Target: 95%
Reporting:

a) The Public Postal Operator shall share
the outputs of the UPU measurement,
including the performance against the
95% D+2 target.

At the end of each month, The Public
Postal Operator shall send electronic
copies of all reports, outputs,
summaries and results provided by the
UPU (or its agents) to the CRA,
including all standard, ad-hoc and
bespoke reports and information.

b)

Home and Business Delivery

Requirement: completion of home and
business deliveries according to the
distribution schedule.

Metric: proportion of home and business
deliveries according to the documented
schedule.

Target: 100%
Reporting:
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a) The Public Postal Operator shall report
to CRA the proportion that have been
completed to schedule.

b) The reporting at the end of each month
should consist of a table listing the
home and business delivery schedule,
along with information extracted from
the delivery service agent PDAs to
report on the completion of daily

schedules.

This should not include or report to the
individual premises level, but should be
sufficiently detailed to identify whether
each scheduled delivery segment was
undertaken, and indicate any delivery
segments which were missed and
resulted in undelivered Postal Items.

d) The Public Postal Operator must retain
documentary evidence of the schedule
and collection performance for at least
18 months following the end of the
relevant month in which the deliveries

were performed.

The CRA may request The Public
Postal Operator to make the
documentary evidence available (in
physical or electronic format) for audit
checking activities.

Standard International Outbound

Requirement: The Public Postal Operator
shall share the results of the UPU
measurement, including the performance
against the 80% D+5 end-to-end target.

Metric: as set by the UPU
Target: as set by the UPU
Reporting:

(a) At the end of each month, The Public
Postal Operator shall send electronic
copies of all reports, outputs,
summaries and results provided by the
UPU (or its agents) to the CRA,
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including all standard, ad-hoc and
bespoke reports and information.

3.1.5 Express International Outbound

Requirement: The Public Postal Operator
shall share the results of the UPU
measurement.

Metric: as set by the UPU
Target: as set by the UPU
Reporting:

a) At the end of each month, The Public
Postal Operator shall send electronic
copies of all reports, outputs,
summaries and results provided by the
UPU (or its agents) to the CRA,
including all standard, ad-hoc and
bespoke reports and information.

3.2 Non-Conveyance Services
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c) The Public Postal Operator must retain
documentary evidence of the schedule
and collection performance for at least
18 months following the end of the
relevant month in which the collections
were performed.

The CRA may request The Public
Postal Operator to make the
documentary evidence available (in
physical or electronic format) for audit
checking activities.

d)

Collections from Street Boxes
Requirement: on schedule collection from
Street Boxes (according to the schedule
defined in the Universal Services
regulation, plus any applicable Acceptance
Time published by The Public Postal
Operator)

Metric: proportion of collections meeting
the requirement

Target: 100%

Reporting:

a) The Public Postal Operator shall report
to the CRA the proportion of its Street
Boxes that have been collected from on
schedule. The reporting at the end of
each month should summarize the
results of the any collection
documentation, showing, for each
Street Box, the proportion of collections
that were made according to schedule.
The Public Postal Operator must retain
any documentary evidence of the
schedule and collection performance
for at least 18 months following the end
of the relevant month in which the
collections were performed.

The CRA may request The Public
Postal Operator to make any
documentary evidence available (in
physical or electronic format) for audit
checking activities.

In the report, The Public Postal
Operator must explain what form of
confirmation is  provided (e.g.
management attestation, use of a
barcode scanning system, or other

b)
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form of confirmatory explanation and
any evidence).

3.2.3 PO Boxes Application Times

Requirement: The Public Postal Operator
shall define and publish on its website
fulfilment times for PO Box applications (if
a PO Box is available) and record
customer-waiting times until a box is
completed and transferred to the applicant.

Metric: Average waiting list time for PO Box
applicants.

Target: maximum 2 working day waiting
time from application to opening the box.

Reporting:

a) At the end of each month, The Public
Postal Operator should notify the CRA
of the PO Box fulfilment target and the
average waiting list time for PO Box
applicants, for each PO Box location.

Supporting Procedures and Regulations

Reporting and Retaining Records

4.1.1 For each month, each Service Provider will

prepare a QoS Compliance Report (“QCR")
in the form outlined in Annex I, that
includes, as a minimum, the following:

4.1.1.1 a history of previous results with a
comparison over time to show the
QoS evolution and to highlight

any improvements made;

4.1.1.2 |justifications of any failures by the
Service Provider to comply with
the QoS obligations during the
reporting period, including if the
failure arises from the occurrence
of a Force Majeure Event (where
otherwise the Service Provider
would have complied with the
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4.1.2

4.1.3

QoS obligation) or any other
operational issues which have
impaired the collection of the data
required to meet the QoS
obligation;

4.1.1.3 Details of the actions that the
Service Provider has taken during
the reporting period or will take to
improve QoS where it has failed
to comply with any QoS obligation
(to the level required to comply

with a QoS obligation).

It has to be noted that the CRA has the right
to ask for any other market indicator the
CRA deems necessary in order to monitor
the evolution of the Postal Market.
Accordingly, it should be noted that the
above indicators do not necessarily
complete the list of indicators that the
Service Providers will have to report to the
CRA. Reporting obligations described in
the present document refer only to QoS.

Service Providers must submit a QCR to
the CRA on a monthly basis by e-mail,
addressed to the Consumer Affairs
Department in CRA (with the QoS results
required for those reports) within 1 week
after the end of each month.

The CRA will review QCRs submitted to it
by Service Providers. When reviewing
QCRs, the CRA will take into consideration
any comments submitted by the Service
Providers in relation to failures to achieve
the QoS obligations. The CRA may accept
(in its sole and absolute discretion) the
reasons submitted as justifying a failure to
achieve the QoS obligations.

Within ten (10) Working Days of the Service
Provider’s submission of a new or updated
QCR, the CRA may:
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4.1.5.1 notify the Service Provider that the
CRA accepts the QCR;

4.1.5.2 notify the Service Provider that the
CRA rejects the QCR, including any
QoS results, any reasons provided
in the QCR for failures to achieve
the QoS obligations and/or any
other matter in the QCR. In such a
case, the CRA shall provide
reasons for rejecting the QCR; or

4.1.56.3 notify the Service Provider that the
CRA will respond on an alternative
date providing an indication of the

date in the notice: or

4.1.5.4 not respond within the specified
timeframe: in this case the report is

to be considered accepted.

Where it is requested by the CRA, the
Service Provider shall:

4.1.6.1 re-submit an updated QCR to the
CRA within 5 Working Days in
which case the above process will
repeat; and

4.1.6.2 comply with any required
rectification or other tasks required

in the notice.

The CRA will publish an annual report on
postal QoS in the State of Qatar, aimed at
end users, including a summary of QoS
results for the previous year. This annual
report will be developed by the CRA based
on QoS results submitted by Service
Providers and also any QoS results as
measured, audited or otherwise
determined by the CRA. The CRA will have
sole and absolute discretion in determining
the content and data in annual reports.

The CRA will publish the report on its
website.
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4.1.9 For the purpose of these auditing and
compliance obligations, records relating to
QoS obligations must be retained for a
minimum of 18 months from the end of the
month to which the records relate, in paper
or electronic form.

4.2 CRA’s Right to Audit

421 The CRA may conduct audits of any
Service Provider's compliance with these
QoS obligations, in accordance with the
provisions of the Postal Law. The CRA may
conduct the audit itself or it may use a
qualified third party.

4.2.2 The CRA may conduct validity controls in
respect of a Service Provider to:

4.2.2.1 verify the accuracy and sufficiency
of QoS results reported by the
Service Provider,;

4.2.2.2 review the internal procedures used
by the Service Provider to collect
QoS measurements, including
checks with its administrative or
technical staff to verify that the
internal procedures have been
correctly followed; and

4.2.2.3 launch queries on the Service
Provider’s systems.

4.3 Sanctions for Failure to Meet QoS
Obligations

4.3.1 In the case of a failure by a Service
Provider to comply with the QoS
obligations, the CRA may, amongst other
potential remedies:

4.3.1.1 share results of any audits or
investigations with the Service
Provider

4.3.1.2 publish QoS results or require the
Service Provider to make additional
information available to the public
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4.3.1.3 require that the Service Provider
prepares a remediation plan

4.3.1.4 apply penalties and sanctions as
defined by the Law

4.3.1.5 change the definition of Exclusive
Services and/or Universal Services;
or

4.3.1.6 revoke the License.

Any enforcement action shall be conducted
in accordance with the laws of the State of
Qatar, including the Postal Law.

Remedial Action

If a Service Provider fails to comply with any
QoS obligation, the Service Provider must
rectify the failure as soon as reasonably
practicable (having regard to the nature and
extent of the failure) and in any case within
thirty (30) Working Days of the failure
occurring or the Service Provider’s receipt of
a notice from the CRA of the QoS failure.

If a Service Provider wishes to request an
extension of time for complying with a notice
from the CRA, the Service Provider must
notify the CRA in writing of this request
within five (5) Working Days of the notice
requiring rectification, setting out in that
notice:

4421 the reasons for the
extension;

requested

4.4.2.2 a suggested period of time for the
extension; and

4.4.2.3 supporting documentation to justify
the extension of time.

The CRA may accept or reject a request for
an extension in its sole and absolute
discretion in a written response. Acceptance
of a request for an extension by the CRA
may be subject to any conditions (including
timescales) that are imposed by the CRA. If
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a request for an extension has not been
rejected by the CRA in a written response
within five Working Days, the request shall
be considered to be accepted by the CRA.

If the CRA accepts a Service Provider’s
request for an extension, the Service
Provider must complete the rectification or
task within the period stated in the CRA’s
response.

Force Majeure

The Service Provider will not be deemed to
be in breach of these QoS obligations
where it does not meet its obligations due
to a Force Majeure Event. Where a Force
Majeure Event has occurred and the
Service Provider seeks exemption from its
QoS obligations, the Service Provider shall:

4.5.1.1 Inform the CRA via email to
postalgos@cra.gov.qa as soon as
reasonably practical after the
occurrence of the event;

4.5.1.2 Only seek exemption from its QoS
obligations directly affected by the
event, and for a time equal only to

the duration of the event; and

4.5.1.3 Not seek any exemption from any
other  obligations (QoS or
otherwise) which are not affected by

the event.

Review Process

This Regulation may be revised from time
to time as determined by the CRA. The
basis for a revision can include, but is not
be limited to:

4.6.1.1 Length of time since a previous
review or revision;

4.6.1.2 Changes to the definition of
Exclusive Services and/or
Universal Services;
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4.6.1.3 Concemns over the effectiveness of <ULl desene ddlad oliy (sl 4.6.1.3
the current set of obligations; PR N

4.6.1.4 Major changes in market dynamics ¢} sl ClSalisn (4 5S cilss 4.6.1.4
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4.6.1.5 Policy and/or legal changes. Lol /5 Al B i 4.6.1.5

4.6.2 Any material revisions will be subject to the 4233 (i) Bsliall dlaad dujpsn cDlaaes 4 pads 4.6.2
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Annexes

Annex I; Structure of Complaints Reporting to CRA for All Service Providers

Reporting metric
Total loss of item

The Public Postal Operator

Other Service Providers

Partial loss/abstraction

Damage to item

Delivery delays

Problems relating to import duty

Redirection problems

Other problems with service

AN ANANENENEN

Waiting times at counters

Problems with stamps or franking

Problems with charges/prices

Other problems at counters

AN

Waiting times for PO Box

Number of complaints paying compensation

Average cycle time to resolve customer complaints

ANRNANANENENANENENENENENENAN

AN

i
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[for finalisation following
consultation]

Annex II: Template for QoS Compliance Report to the CRA for
all Service Providers

Response

Service Provider [insert Service Provider name as per License]

Year [insert]

Month [insert]

Service [list the service and any characteristic to enable it to be clearly identified

Metric [define the QoS measurement metric being considered for the service]

Target linsert the target being considered for this service as per the Regulation of Postal
Quality of Service Obligations]

Actual performance [provide actual performance of the service, according to the Metric being considered]

Supporting evidence [provide any additional evidence or explanatory notes]

Actual performance in | [insert the performance recorded and reported to the CRA in previous periods]

previous periods
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[for revision following

Annex lll: Template for QoS Reporting to the CRA for the Public .
consultation]

Postal Operator

Item Response

Year [insert]

Month [insert]

Service [list the service and any characteristic to enable it to be clearly identified

Metric [define the QoS measurement metric being considered for the service]

Target linsert the target being considered for this service as per the Regulation of Postal
Quality of Service Obligations]

Actual performance [provide actual performance of the service, according to the Metric being considered]

Supporting evidence [provide any additional evidence or explanatory notes]

Actual performance in | [insert the performance recorded and reported to the CRA in previous periods]

previous periods
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