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1 General Provisions iale ?K“i 1
1.1 Definitions and Interpretation sy Ciyjal) 1.1
1.1.1 “"Acceptance Time” refers to the latest | ;0 j,8 44 (o 8y AT 4 vait "Joadl) g 1.1.1
time by which an item can be accepted at | .
each posting point if that item is to be sent | 83 Jly] aiw OIS 13 danyy ddadi JS & Gl
for onward processing that day. Postal ) Lol 8 Leiatlas Aloaloal sl
ltems posted before the acceptance time | OS2 -l ol B L] lpel il 82
have the starting day “D” set to that day. | L) dlsall Jle)) 4 a3 (63) agall ity 'D" el
Postal ltems posted after the latest time | __ . . ¢ e s
have their starting day ‘D" set to the | =5 % el Zupdl sdl Ll dodl =8y &
following day. /D" eadl agr 52 S asall (5< «Jgadll
1.1.2 “Achieved QqS” refers to. thg level of | 5.4 Blen (e ) pdh "Badall deadl) saga’ 1.1.2
quality of service (QoS) which is actually ) S
achieved by the service provider, e.g. the | Jxw e ¢daal) adie Jid (e Llad dasal) (QOS)
Public Postal Operator delivers 90% of mail ) . ssw e
received within FI)Z)+2. ’ WAl e 7090 oty olell 2,0} Jrdae st (B
2+ el agy DA i)
1.1.3 “Conveyance Service” refers to a service, | 1,,,,, sale Ji peusti dedd gyt "JA daad’ 1.1.3
which involves an item moving through a ;
physical network from deposit/collection to | il aeaillfglayl o Aol A0S e
receipt/delivery, e.g. domestic standard el estadl sl e TR R TR
mail, or international express mail. = gl wll e (sl 4 /e)'“}j
el aaad) 2y
1.1.4 “CRA’ refers to the Communications Ny ke 1) i tAnel 1.1.4
Regulatory Authority. . Il phas din ) gl
1.1.5 "D+n” refers to the number of days after |y, 33 oL d3e 4 aeak "2l e + sl ag 11115
posting within which an item is delivered,
e.g. D+1 means the item is delivered | «JGd duw e ¢dannll salal) sl DA 5y Al
before midnight on the day following - . sl 0 14
posting. Non-working days are not counted d"a st 8 Baaall Bl o (i T+ endl o
in the D+n. bl claaal 2 Y Ll G agll J) Caaiie
A 2+ el gy 3 sl
1.1.6 "Domestic Services” refers to services | |4 -l cledll L sl "Gdaadl clasdl? 1.1.5
where both the sender and receiver are -
located inside Qatar. < b8 Ay Jalo ad) Jyally Juyall
1.1.6 "Force Majeure Event’is as defined inthe | & 43 el sl 4 os< "3 a0 880 Gaa' 1.1.6
Postal Service License. -
oandl Zeadl) Gk
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1.1.7

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

Ol L o A sl g sad "agal) clasil
g pls lgadasiy Hhi algo Jals (e doanll Hsall
o8 Al ol e L) alsdll Jl] s

- ok Algy Jals Lgalass

1.1.7

“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.

3 Jdeaill Tty alall Gastill ) il "oad sl 1.1.8
Al Gleadd) anadil dase paddl wpll g8 (e
a3 Ay dag iy clalbaial) (and ) 2aag

a2 oY) ardl) atie e

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

Laxal) 53 elaf dans (3 Ll 4y dealtd "(ubidall’ 1.1.9
obiall o Cangieall (ebial) elses (A el

2ARAT & (A Aadl)

1.1.10

“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.

PV R TGITEN ]+ s o) ado "‘.,Jl:d\ 9353\" 1.1.10
JlyY) asd G asdll o) Caaiia 8 Aoy 2l
Jsill ey AT U8 all) 5 adl ) e

1.1.11

‘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.

Y Lé_'d\ EOREN| S0 el ddleial) e deadd 1.1.11

dos o dule 4SS e Ly sl J& el

Glia sy ) pes Gpria pasd (JG
LB i€ Slard s eyl

1.1.12

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

DAl 8 adl LAl el Ll 06 Rl dgall 1.1.12
Gleadl) audain el jlaal 2023 dud (15) A8
Ayl

1.1.13

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

OBl (8 )l Jall g (55 "doad) cleadd 1.1.13
Glexdll adaty (eilE Jlaal 2023 daud (15) &)
Ayl

1.1.14

“Same Day” refers to D+0, where an item
is delivered before midnight on the same
day of posting

e iy s OF eadl age () ady el oud" 1.1.14
Yl ag gty S ) Caaiie 8 Dol salal)
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1.1.15 “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

G LY dae gy aad) "Alganal) Aardl) Baga’ 1.1.15
Jae i) Ty (DA dardll pais Aesdl) st e
Bagn (058 O S ol June Ao ¢laia 5aass

2+ el ag Alganall deadll

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

Law Regulating Postal Services

) Ol (8 aasall il Al S "dasil) adid' 1.1.16
Gladll adati gld ol 2023 4l (15)
Ayl

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

by the Service Provider

lariiy 3 Gliaall LU adn " ledd) Gaalia’ 1.1.17
U8 0e el Gonpll dsal) pead denill sadie
Aardl) adie U (ye Ll ¢ alenall

1.1.18 “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

Laaall 5aga (gsinne i "Abagiacal) dasil) 5asa 1.1.18
s B (35S Cam) 0y ) dasl ke el (53
sl o Cun) Aaaiy Lile 05 sl (Rlals Glaal
Laaall 53ga LY Apalanl) ZaDU) (e g)aS Cade
Basa i 05S of 0 e JBall e o (El
il Jsaall & 1l (e %80 et 58 sl
Laall

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

Sasg calall andl SaV) 4y ami "UPU'1.1.19
. WWW.upu.int adsdl e ade ¢ LY

Service Provider performance to the
CRA;

1.2 Purpose and Objectives of the QOS | 1 .1 5ags cilafiily duadaial Aot Cilaafy 2 21.2
Regulation B}
4ol
1.2.1 One of the CRA's general objectives for | . o) o Ui el Al daladl Calaad) el 1.2.1
regulation of the Postal Sector is to set QoS e 2l e o
standards and monitor compliance. A QoS | 85> U ey LAl 4)eg deadll s3sa julae
regime is import.ant to support of Qatar’s dgelaaYly Aolady) Ll acd) lage Zoaal
ongoing economic and social development
by: (DA el Algy B jpaianall
1.2.1.1 Providing information and data on | 3 . adia ol Jsa clibilly Cilaslaall s 1.2.1.1

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

9 fpglanl Baga ) Glad

1.2.1.3 Protecting consumer interests in relation
to standards of service.

nbee by lad i) mllas Ll 1.2.1.3

Jdaasll

1.3 Legal Basis for this Regulation

Loaail Aaisll) o3gd Agildl) ului1.3

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”

J2ali 2023 £l 15 48y il e 23 Balall a3 1.3.1
gl daaly cldbie L) cleadd) alan 4l
LRI A8l yag el & Unal Aaadll Baga yulaa paail
Jsn sana Ll iy o ulead) @l Qe el
WG OsSie Luladl oda oy deadl) Baga Ll
tomad pall Lokl etk gaan e ol
Gloasl) 5sa _pules dudlog dmad digl oo
Gl Gllyg Aol adie U (e a8 AT sl
Ll Ailaial) ol s g L deaina) cilgal)
Ligll s dly b Ll ciladdl sags ulas
oA adsal e il dlly o le daalia
o,

1.4 Components of the QoS Regulation

dandll Bags clafily daadanl) dapll)l cligal.4

Al
141 This QoS regulation includes the | ; ..y S39n LAY Lol 2aDU o8 gecwn 1.4.1
following components: : Y Al Cyauali
4l o<l Ll
1.4.1.1 Base_line QoS obligations for all Service ot gsen Al ) Al sagn il 1411
Providers 3 el
LAaall
1.4.1.2 Additional QoS obligations for The Public sl Jiiad LaLay) deasll s clal) 1.4.1.0
Postal Operator -~ S . )
calad)
1.4.1.3 Supporting procedures and regulations el 2yl el 1.4.1.3
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1.5  Commencement Date of the Regulation | ;.. clymy Lol dadil Jed) s S
of Postal Quality of Service Obligations ) T C T
L2l danil)
1.5.1 [To be confirmed following consultation] [5ysbial) 3m oasShs s 1.5.1

1.6 Revision of the QoS Regulation

Ll dasil) Baga clalily dneuatal) Aaidl) Jansl.6

1.6.1 This regulation may be revised from time to

time as determined by the CRA.

Wiy AY Gy e dnadamll 2aDU) 038 dealye jsan 1.6.1
.:C\..}QJ\ sadat L

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

Providers.

Joalaill AU oda LA‘._ 2\:1){95 Claxs Ei::i &«4;3 1.6.2

Aadal) atke o gl Wasss 3l 5ysltall il

2. Baseline QoS Obligations for all Service

Lk adie pread Lpulol) Lasdl) 5aga clalil) .2

domestic or international, standard or
express)

Providers
21 Transparency idla.1
2.1.1  Service Providers shall publish a set of e e de 5 denall e s 20101
QoS Metrics for each Postal Service, at o UA ) . > < i oo o
every point of sale from which that | & g db& JS 4 Ly das IS5 daodl) 5aga
service is offered. Points of sale at which . e 1 _ .
) ) Lla Jedn o g AA0) sl Ao
the QoS shall be published shall include: | & & =& G o o -l & e
tsb Lo L Laasl) Baga 5 e
2.1.1.1 The Service Provider’s website (for online e Slaall) 2aasl) adial g S adsall 2.1.1.1
sales); and -
5 ¢y
2.1.1.2 The Service Provider’s branches (for in- (\ L5 Claasall) deall adie gy 2.1.1.2
person sales). i -
2.1.2 The QoS metrics to be published for each | | s A ekl 83sa paslie et of ny 2.1.2
Postal Service must include: -
21.21 The nature of service offered (e.g. 2.1.2.1

Llas (Jld) Qs o) dadial) daral) dagls

.(z\a:l),u ‘gi 2\:13\.:: sz\:dji ‘gi
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21.2.2 The Scheduled QoS (in terms of the
number of hours or days between
sending and delivery) along with any
applicable Acceptance Time; and

Gleludl 2o Cua () Aganall Leadll saga
iy gl I ALYl (adailly JlyY) o oY)

9 4 Jgena Jgib

2.1.2.2

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).

Ji) Lol sy e g 8 Jalse 2.1.2.3

Aol U8 ) Jdl glyie Ge Gindl ) dalall

Conveyance Services

- (palec)
213 Where the Scheduled Q0S IS a|i .. e 5l Agiaall Loadll s3sn 5 Lvie 2.1.3
complicated data set (e.g. for '
international mail services with a large | (sl 2wl cleadd (JE) due o) Batae Sy
range of possible destinations) then o Al | o 5o
information to be published may be o= o Slensll On B degana e
aggregated or grouped in a transparent LA8lad Ayl Ly dae S cloglaal) pes
way.
214 For business services, which may have | 1, : |1 (< G Jleed) clenal Al 2.1.4
bespoke terms, procedures shall be put - )
in place to provide the customer with | Slasleas Jraall 293l Slehia) puag g cAuaiaia
information on QoS prior to the sale of the asall 5 sl s
service. Aetd g dd Aassll 835n s
22 QoS Performance for Tracked

il ALGY Jai) cilesid dasid) Baga £1412.2

on activities inside Qatar only, from
customs clearance to receiver

2.21  All Service Providers must report to the | - 200 ol ass dessll  etie s 2201
CRA the actual QoS performance of their O T e e g e UM
Postal Services, where those services | JmD Al Ll agileasd daadll sagal edll claY)
feature  tracking  systems (either T Sl ige Wl i T adl W) o sl
automated or manual; either visible tothe | © © e L sy ) A L) o '
customers, or internal company data) (s Al A8l @lily
2.2.2  The scope of conveyance QoS reporting | 31 a2 Sim 0o oyl and e Ciid 2.2.2
will vary by the location of the sender and ' - i i
receiver as follows: Ol gl e adl) Jiopally Juspall aige conmy
2.2.2.1 Domestic Services: full end-to-end | . ills,akis Ol s el el 7.2.2.1
reporting, from sender to receiver
) dapal) ) esyal
2.2.2.2 International inbound services: reporting | 31.:8) ;e il s 15lsl Adsall lendll 2.2.2.2

4
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2223

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

ALS pls s palall ddsdll cilendl)
) Byl ) eyl (o el

2.2.2.3

223

QoS performance by Service Provider in
order to improve the transparency of
service quality for end-users.

Service Providers must report the tracked | ;. (3 o ) s Aasdll adie lo g 2.2.3
QoS performance on a monthly basis ’ ; ) N o
LS el ) dead
Requirement: completion of delivery e ol e g
according to the published timeframe of | Glaall o)l JUaY) s alaall ala) : colalbial/
the service iaall
Metric: proportion of Postal Items | .. . . e en s g .. qos
delivered on time sl g lended o (Al Aoyl pall Bt 2 bl
. daal)
Target: 95% y
.9 s dagl
Reporting: At the end of each month, the %95 1 i)
Service Provider shall submit a report to | el adie Ao cann ¢ yed JS4 < t Ll aundi
the CRA on the performance of each | . . . . | i il N wE
tracked service offered, in the form of the | & e dexd S el Joa Zgll 0 sl
QoS Compliance  Report  (*QCR") | i ) daasll sagas sl5lY) i JS& & clgam
outlined in Annex II. . i i
LS ald)
2.24  The CRA will publish a summary of the

Ji e el Basa ol Gadle i Al At
Loadll Bass Ldled (pead dal e Leadll adie

2.2.4

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.

2.3 Complaints Golal 2.3
2.3.1 Service Providers shall include in the Q0S | |, & & ¢oliaa) et deadl) adie e oy 2.3.1
compliance report they provide to the CRA | ™~ T T o
statistics on the number and types of | 3= Js> cdigll I aiganty (52 Ladil) 8aga o)l
complaints they receive. The structure of ST P vl el el
complaints reporting required is shown in IS gl Galell s -Laasils ) (<A sy
Annex |. K&l e ugthaall el anag
2.3.2 Service Providers shall report the G oSl lelias) i daxdll athe Lo o 2.3.2
complaints statistics to CRA on a monthly | ~° o v o
basis. L el e Al
2.4 Retail Counters il gl BlE 2.4
2.4.1 Service providers shall display a target | .. cagll pae dedll aske o ey 2.4.2

Al =1y ¢(lang Wis) agr dalall A35aally 2l
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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
summary of any activities it has undertaken
(if any) in relation to meeting this
requirement

13) Ligl) gl 5 Al ade ) (55K il (Slgusall
Jsa ye U] cidg o<

oy (Al A5l sl g 58 i glS dss 1 wlidal]
Aasyag Adiye Ayl doglhaall Cilagledll il IS
%100 : gl

Basal poe e s g US Algs b 1l wusd
o) e ol Al ol e Ladle digll ) a3k
calhaall 138 (a3l Lad (Cang

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%

3 Addi_tional QoS Obligations for the alall aayul) Jidial ddliay) Lasill Baga i) 3
Public Postal Operator
3.1 Conveyance Services JaY claad 3.1
3.1.1 Standard Domestic duuldl ddaall clendl 3.1.1
The CRA will undertake an independent Lyl Glexd e e g shaly Augl) asi
survey of stamp and meter single piece .
Next Day and multi-day Domestic Services | 4l ailshll gl wmpll algh axiias Al dulsal)
provided by the Public Postal Operator, on 5 -x desidle b s Lf e
an annual basis 8 O Aadially colil 2o JUs 5| Ll el Saall
cGsie el e calall ) Jade
A wlell sl 4 )l gall 5 ldhidl
Requirement:  delivery of standard Pls dlidll 4, L) pall sz 2
domestic items within D+1 and D+2 from | <€ (e ¢addill agy (0 24 el agog I+ el g
day of clearance from the Post Office or Ll 3 evin d \
Street Box ol Ggria ol ajl
Metric: proportion of Postal Items delivered | ! ast D& Aebud) Zoaiyll Jsall Fanss 2 uubudal
D+1, D+2 2+ el 2549 1+
Target: 85% D+1, 95% D+2 2+ 2l ags %95 (1+ead) a5y %85 il
Reporting: Bl ge oyl iy Al agi i ldil and
The CRA will report the results of its survey Lo <y g 4spas 31 & )
annually and publicly. - o -7
3.1.2 Standard International Inbound

Loaladl) 53l Adoall laaal) 3.1.2

el sy A& 5l Adgall ilassl widess s fulliial
il Gpsin ) (Syendl adall 24

24 el g caleadd) Zns ) sl a1 il
Y 95 gl
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Reporting:

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

b) 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.

:J“.rjlﬁlf/ﬁ.:ﬂ

bl dealys AU plal) ) Jrde o Cny
Cangll il ola¥1 @l 3 Loy o gallall (ganll alasy)

2+ el g %95 & Jicidll
s oladl adl Jade dup cgd IS Llgs B
Gladldly dualsally 0@l aaes o duig isl)
(4D 3l) allall g2yl SlasY) (pe dasial) il
Clasleally jolall apan clly (8 Lo cdigdl )

(<

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.

Jiliadaly Laaially dualdl

3.1.3 Home and Business Delivery alS,ally Joball adedl) 3.1.3
Requirement: completion of home and
business deliveries according to the | wes GlE JHlall pleall tibdee alad) @ cullbiall
distribution schedule. i) Json
Metric: proportion of home and business Gy S,y Jjlal A e du ;. wliall
deliveries according to the distribution | - M BT T O
schedule. sl Jgaal
Target: 100% % 100 : gl
Reporting: t o léil) ks

Ll e Augl) iy of alad) 2l didia e
ol Jgand) s LellaSind 3 Al

o Ulse el JSRles (A ulal) walt s of cana
Guls A eal$ally Sl aded Jas maasn Jsoa
Bl cladl Beal e dajdiad) clegledl
DD ) Jpeasil) 2aas U5 Aaldl) il
Gaesdl) Jglaall JleSiad e

Dol 38 o sl Lyl LYY ells ey of Y
IS Sate 55 O g 0l cgggiend) i3 e
(Jsdne pledt ghn US 2 3 38 IS 13 Le sl a8
ple pre ) aly gt o5 ales el (gl aaa
Aoyl algal)

Loavicedl) AL Blaa) alall all Jide e iy
o e 18 5ad paaill elaly Jiail) Joaall e
Nsall aales 4 5 (G2 il gl Al dan JEY)

(@
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e) The CRA may request The Public | 315 1.1 aladl 2yl Jrdie (pe e o Dgll jeay (o
Postal Operator to make the o ] o
documentary evidence available (in| -G&xl dadsY (39S ol sale JS&) daatica)
physical or electronic format) for audit
checking activities.

3.1.4 Standard International Outbound bl Balall Ll clesdd 3.1.4
Requirement: The Public Postal Operator | &% Juul plall 3l Jada o g s ldbiall
shall share the rgsults of the UPU | jia o Sy 8 Lo o alladl sl alany) ulid
measurement, including the performance - § T .
against the 80% D+5 end-to-end target. S Heall g %80 (& Jiiall Jalil) Caagll
Metric: as set by the UPU cellall (sl alail) saasy WS i whdal/
Target: as set by the UPU calladl (sl AlaY) aaan LS cingl/
Reporting: il i
(a) At the end of each month, The Public | s bl 2l dide dusy «jed IS &les 4

Postal Operator shall send electronic | ., . . P
Laalall Jgal) (P : |
copies of all reports, outputs, | — b dalpally D gpen G dg Y
summaries and results provided by the | (4DSs ) allal ol Slad¥) (e desial il
UPU (or its agents) to the CRA,| _ T J -
including all standard, ad-hoc and Cilagleally lEN gaes @lld (A Lo gl )
bespoke reports and information. Alaially daaiialy Ll

3.1.5 Express International Outbound 3“:‘«‘“‘” Blall 4dsal) lassd 3.1.5
Requirement: The Public Postal Operator W Ak plall 2yl didie o g wlilbia)/
shall share the results of the UPU csalladl syl alas) s
measurement. " ; T LS bl

)l ey saasn t bl
Metric: as set by the UPU elall s ’ <~
Lad) (s pl) alan) saasn LS s cangl/
Target: as set by the UPU el o ’ "
d ol aan
Reporting: ) dj) ~ .
W aladl mpdl Jadie oy o g g 4 ()
a) At the end of each month, The Public ¢ A o _Lé-' ¢ (
Postal Operator shall send electronic | ©lasllly dualsally HoEll xoes (e dug yl)
copies of all reports, outputs, o~ i Ll | et e deiall i)
summaries and results provided by the (4545 5] allell gl) SLatVT (e Bnsidl ity
UPU (or its agents) to the CRA, | Gloedly ol auea @l 4 Lo gl )
including all standard, ad-hoc and o o
bespoke reports and information. Alalally Laiadally Ll

3.2 Non-Conveyance Services Jaill ddlaiall & claadll 3.2

3.2.1 Collections from Branches g3 (e el 3.2.1
Requirement: on schedule collection from | (s 5 Jeaal G A IR
branches (according to the schedule 5) j*' 5 A UA - =
defined in the Universal Services | ol 48layl cdloldll loadl) da3Y A aaadll Jgaall
regulation, plus any applicable Acceptance
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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

wal Jidia JB e Ol 4 sare Jsd Cdy
(ol

VRSN [N EH PV [ SN Y -
%100 :aagll

2ol aaads

any documentary evidence of the
schedule and collection performance
for at least 18 months following the end

branches that have been collected from | - 15, ool aa alad) ayd) Jrde oo (i
on schedule. i )

b) The reporting at the end of each month sl 2o gall (B lgie el S (Al dc g dans
should summarize the results of the S jed IS Al b il sl sl o s (@
branch  collection = documentation, .
showing, for each branch, the | & L dwus muag ae gl G aeadll Clilee 3545
proportion of collections that were . il Tenall
made according to schedule. i< "\g @l dsall ’

c) The Public Postal Operator must retain | doxiial AaY0 Lagiay o plall ayll Jadie e o (2
documentary evidence of the schedule | . . ) ) A
and collection performance for at least | ) 1= b 18 5ad ganill claly Aasll Jsandl
18 months following the end of the el 4 5 Al el el dilgs ae
relevant month in which the collections | . T c
were performed. AV Aal) aladl 2yl Jrdia (e allas ) Agll S5 (2

d) The CRA may request The Public | ;5w 1.ad (S o (gole (<) Latiusal
Postal Operator to make the - -
documentary evidence available (in
physical or electronic format) for audit
checking activities.

3.2.2 Collections from Street Boxes gl Gaaliaa (e el 3.2.2
Requirement: on schedule collection from | . 1 & ¢eall aslon - ANl
Street Boxes (according to the schedule o ¢ e & o E= ) =
defined in the Universal Services | «ilelall clarall da3¥ L asadl) Jsaall Ug) 2aadl)
regulation, plus any applicable Acceptance |l dilas 5 e o 1 Ayl
Time published by The Public Postal | S Siie 4 4 dsene Jsf =iy (o) ) LY,
Operator) (ol
Metric: proportion of collections meeting o o e .
the requirement cbllaiall ol Sl Slaseatl) a1 ebdel/
Target: 100% %100 : gl
Reporting: L
a) The Public Postal Operator shall report F L) aodi

to the CRA the proportion of its Street | ._ 51 ool s Sl il Jrde e e (0
Boxes that have been collected from on
schedule. The reporting at the end of | sl (& lgie paaaill & Al & )lsdll Galiua Lo
each month should summarize the . e s L . PR

v K Ll h adld Lddaal
results of the any collection 24 Sl A plEl) s 20 g2l
documentation, showing, for each | Al Glaseaisll 4o mucagh aa caaanill (§ilig il
Street Box, the proportion of collections | .. . o i
that were made according to schedule. g Gsaiea IS All Jsaall 15 laghal

b) The Public Postal Operator must retain | ;i Ay b Blaay alal) 2yl Jrdie e any (<

o bed 18 5add puaatll ol a3l Joaall e
caeatll 4 5 A el el Algs aey JAY)
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of the relevant month in which the | j s Al ) Jrda e ks of Zsgll e (2
collections were performed. R R T

c) The CRA may request The Public | -@3xll ahisy (o) ol (sale JS&) duniices A1)
Postal Operator to make any 4 emes o aladl ol Jid coal & (2
documentary evidence available (in S g Ol el 2 e ‘53 (
physical or electronic format) for audit | alasiul gy} sald) (JEdl Ju o) aniall 28U
checking activities. . T e it .

d) In the report, The Public Postal | & JS& e AT IS @l 5l sl s ol
Operator must explain what form of (Jd s sastll
confirmation is  provided (e.g. T
management attestation, use of a
barcode scanning system, or other
form of confirmatory explanation and
any evidence).

3.2.3 PO Boxes Application Times 2l Galia il 45 ddga 3.2.3

Requirement: The Public Postal Operator | ¢« a3 alall xyll Jadie o oty lulbia

shall define and publish on its website | 3 buite ol ool @bl b

fulfilment times for PO Box applications (if }A e fwﬁ il G = N

a PO Box is available) and record | sl desads (lablic 2l Geaia GISN) g STy

customer-waiting times until a box is . .. ael  m N

completed and transferred to the applicant. | ol iy Gominall JLaS) n Seadl i)

k)

Metric: Average waiting list time for PO Box Sl ekl S A6 2y bagia toubid

applicants. 2yl galia

Target: no waiting time. o) g angr Y gl

Reporting: t &l aundi

a) At the end of each month, The Public | jlad] alall 1yl Jide e i ¢ sl JS A3 B (T
Postal Operator should notify the CRA | _ .=~ . . e
of the PO Box fulfilment target and the | *<& <5 Jwsiey wyll Gotia Ll oy 4l
average waiting list time for PO Box dise U0 ) Golia ol essd Uyl
applicants, for each PO Box location. ) -

2 Ggdia

4  Supporting Procedures and Regulations Al dpaliiil) ilsllly ey 4

4.1 Reporting and Retaining Records Mol Bliia¥ly ) ki 4.1

411  For each month, each Service Provider | 335 i) Do dac ki &l psie IS ahsc e U1 4.1.1
will prepare a QoS Compliance Report | . .o, il 60 galdl 6 fual JSEIL deadl)
(“QCR”) in the form outlined in Annex II, PET s o Ol o
that includes, as a minimum, the fol Lo ol aasS
following:

4111 a history of previous results with a | 33 sk JleldY 4l pe dislul) @il 26 4.1.1.1
comparison over time to show the QOS | i, a4 Lo cgcall ey gl 25 e densl
evolution and to highlight any
improvements made; tlagha) &
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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 QoS
obligation) or any other operational issues
which have impaired the collection of the
data required to meet the QoS obligation;

Jeney) b Al adie U e Pla) f e 401012
Lo el w578 DA desdl) 535 Ll
HalE 58 s gy oo Leali DAY oIS 13 el
5ass LY e 38 deadl) adke ST laYsl Gusa)
pes cilel Al dlain oD 4 (sl
¢Aardl) 53 ALl £lisll Agllaall il

4113

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).

Pl Leasll avie sl Al Slehay) deals 4.1.1.3

Cus Laddl) 5aga Gaeent] ld8us ol o)Vl s 5y

) deasll sasn @l e @Y JleY) b Ol
(&) Baga ALY dm;m Gsladl (gginedll

41.2

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.

Hge ) bl & aall &gll G ) play) e 4.1.2
e g 2l Goen sl Ayl Loy yim olii AT s
JaSs Y odlel 63l chasall of M BLEY) saa
Aaxdll edte o Gy ) el A0 55yl
Dol ai L)l g Abgll el
L daxdll 53sn ) ARSS) sda b dansal

413

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.

Bagas AlEY) o and dendll adhe Jeoay 4.1.3
Wl Gob oo @ed bl e digll ] del)
gl b llgieal (38 5 A lease ¢ 35S
Pha (el el slhd) daxdll saga 2 av)

- eh US Alg s 2aly gaaud

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.

Lodidl) Zaxal 53sas AlENY) ol daalye 2igll a5 4.1.4
PR DolE daalye die derdd) cedie JB e Ll
Gl & LoV b dugh aabin sl sasa
Gand g DAY (3l Lo Leasl) adke (go dadie
Lgilaludd Tag) Jod Aigll jymg .Aeall 535a claliil)
soil dasidl QL) (33kially ddllaall Ayl

Aaadll Baga L) (s 8 DAY
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41.5

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

Aasdll adie i e dee o4 (10) Byie Gt & 4.1.5
3gmy o dadl) S aall Laadl) sasa SN al
1digll

4.1.51

notify the Service Provider that the CRA
accepts the QCR;

) ol Al Jgin Aeadl) adie a3} 4.1.5.1
¢daaal) 53 gan

4152

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

AEN) i b Al (L deadl) anie jas)  4.1.5.2
(Aol Bagas (3l 23l A0 lld 8 Loy cdardl) Ba5a
dandl) Basas AlEY) i 8 uls ld () S/
@l sl 5 Aaxdll 53sa il (383 A DAY e
Jia g -Aeadl) Bagas i) L 8 (gl Al
D0 by Glaad i Al e ag (Allal) o2
o ¢daaall sagas o))

4153

notify the Service Provider that the CRA
will respond on an alternative date
providing an indication of the date in the
notice; or

4.1.5.3
S W) Bl e sdbe Sh ge iy

Gl B cuain Agll b deadll adie )

4154

not respond within the specified
timeframe: in this case the report is to be
considered accepted.

oda A ramall Jell Y P Qlall e 4.1.5.4
Nysia il iy A

4.1.6

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

:deadll e.\fu ‘_Ar_ Can callh dngll ks e 4.1.6

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

GJ! Glaall daalld) 53‘9.371 ebﬂ\g\ )3)53 ?"’ﬁ SJL&:! 4161
OS5 pw Alall sda By dae o 5 DA gl
PED S IRT A IR

4.1.6.2

comply with any required rectification or
other tasks required in the notice.

@il alee o gl maan @Y Jiayl 4.1.6.2
sy 8 Lsllas

41.7

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.

Loyl el saga e (gt B iy Aingll astin 4.1.7
Jody ccntlll Cpartinnall 4nga kb g 3
Hisgh ashin - Bl Slall Lasal 535a i adle
daddll saga il e 2l (goiadl oyl 13a slae b
daxal) 53gal 23 (of Liads ardll cadie (pe Ladial)
J8 e AT Al anss ) L4ads ol luld o
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Bladll dplnay) ARl Aell s gl
Aagiad) il cililng (ggine was 8 53 yeiall
4.1.8 The CRA will publish the report on its c P ladsa o ol Hds Aigl) agin 4.1.8
website.
4.1.9 For the purpose of these auditing and | £4¥sY) s coda JEeYly Gaxl) Sl gait 4.1.9
compliancg ot?ligations, record§ relating | gz vy sad 2l 53sa colalilly dabeiall D ladly
to QoS obligations must be retained for a . i )
minimum of 18 months from the end of | =l 4 (alaii Al Hedl) dulgd (e 1es 18 (e
the month to which the records relate, in P .
' c g S ) ) AN caan
paper or electronic form. ) 5l (sl JSAl s
4.2 CRA'’s Right to Audit G b Lagh g» 4.2
421 The CRA may conduct audits of any | e @l Jie) gad (385 Cllee cha] Aigll jme 4.2.1
Service Provider’s compliance with these Ol LY Ty coda darall 5asn cilafEY dard
QoS obligations, in accordance with the . .
provisions of the Postal Law. The CRA | ¥ J lgwiy @il dlee eha] 4l jonn .20l
may conduct the audit itself or it may use ol .
a qualified third party. abe Sl Bk s
422  The CRA may conduct validity controls in | 3 e daall (e il 4d)e oldll Lgll Hea 4.2.2
respect of a Service Provider to: rdal e dassll Lsia
4.2.2.1 verify the accuracy and sufficiency of 1 U Aeat sagn Sl Sy A8y o ) 4.2.2.1
QoS. results reported by the Service (asall adia lgic
Provider;
4.2.2.2 review the internal procedures used by | 3 laxdivw Al LRI ClehaY) daabe  4.2.2.2
the Service Provider to collect .Q(_)S Slilee @l Loy daral) 5ags il ganl deal
measurements, including checks with its - .
administrative or technical staff to verify | &) (e @il Gaidl) gl cpalay) aailhge aa Gl
that the internal procedures have been ) RN
correctly followed; and 3 fgna JS Bl sl
4.2.2.3 launch queries on the Service Provider’s Aaxdl) oo il (e cldady) D) 4.2.2.3
systems.
4.3 Sanctions for Failure to Meet QoS Lasdl) saga clafiill DAY clsie 4.3
Obligations o
4.3.1 In the case of a failure by a Service | 335> Lol JEey) 8 dadl) adie Plal Al 4 4.3.1
Provider to comply with the QOS |. .| alasdl sl o e cAisgll jsas cdoral
obligations, the CRA may, amongst other
potential remedies:
4311 share results of any audits or | & SRass S 388 bl & @il il 4.3.1.1
investigations with the Service Provider axal) Ldie

18 of 24



Communications | p—p aiid i1 d
Regulatory Authority | QOML VI

State of Qatar | |_In 6 d_Jga
4.3.1.2 publish QoS results or require the Service | 430! pie (e k) o Aol Byse il Ha 4.3.1.2
Provider to make additional information seenll Al Cilagles Aal)
available to the public
4.3.1.3 require that the Service Provider prepares Apagaat Alad dlae) desdl) pdie e il 4.3.1.3
a remediation plan
4.3.1.4 apply penalties and sanctions as defined | o el saill e cligiey Cleha Guls 4.3.1.4
by the Law Osilall
4.3.1.5 change the definition of Exclusive Glesdll /5 dpaad) @lesdll s s 4.3.105
Services and/or Universal Services; or FARKA|
4.3.1.6 revoke the License. coasisll &l 4.3.1.6
432 Any enforcement action shall be | b <8 dsy (lsil Uy s sha) ¢l Ma3) &y 4.3.2
conducted in accorde_mce V\_/ith the laws of ) el elly 3
the State of Qatar, including the Postal ’ -
Law.
4.4 Remedial Action dasaall) <elay) 4.4
441  If a Service Provider fails to comply with | <330 53 SL) G (6 destll psie (S o1 1Y) 4.4.1
any QoS obligation, the Service Provider | -5, _, & & play) 5 nddl avie
must rectify the failure as soon as el S i ) o o
reasonably practicable (having regard to | sy dzuh slie¥l 4 &Y aq) Lhe (S
the nature and extent of the failure) and . e C e N
in any case within thirty (30) Working d&; e (30) 036 Pa J ] ey (DY
Days of the failure occurring or the | o« hled) deaddl adie 2l o) PAY) Sigas (e
Service Provider’s receipt of a notice S | el gs
from the CRA of the QoS failure. Aastl) agae PN oL Aiel
44.2 If a Service Provider wishes to request an JEU sl paa b (3 Ll aike 2y 1Y 4.4.2
extension of time for complying with a | ;.21 .. i gl e dsedl U
notice from the CRA, the Service ) pke e e Msi w 2ol e
Provider must notify the CRA in writing of | pbl (5) dusd Pla llall 13gs LaliS 2igl) jUas)
this request within five (5) Working Days oy s Al el N -
of the notice requiring rectification, T ol gl ) Ge e
setting out in that notice: oy
4.4.2.1 the reasons for the requested extension; fasthall gl Gl 4.4.2.1
4422 a suggested period of time for the 3 tpaall s gaall dnal 5l 4.4.2.2
extension; and
4.4.2.3 supporting documentation to justify the ~sll pad jnal decldl) B 4.4.2.3

extension of time.

4.4.3 The CRA may accept or reject a request for
an extension in its sole and absolute

discretion in a written  response.

lhalad Gy waal) Glla (mby 5l o gll joa 4.4.3
O OSar o hd Qs B 82kl dallaal) dpliasics)
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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 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.

L) dagpd &Y digl) U8 e waaill il Jod iy
a Al 13 L Aigl Lgnyi 8 (Le3l) Jglaad) elly b
Dla bt Clsa 3l Jd e vaaill bl b

Al U8 (e Ypske callal) iind cdae alf dsed

obligations (QoS or otherwise) which are
not affected by the event.

4.4.4 If the CRA accepts a Service Provider's | «ic w2 xnaill desdl) asie b 25l s 13 4.4.4
request for an extension, the Service | ;i 0 P il o Al JLeS) deadll asie
Provider must complete the rectification or Lo > ’ 6.
task within the period stated in the CRA’s gl Clea (B85Sl
response.

4.5 Force Majeure 5alal 55 4.5

451  The Service Provider will not be deemed | “30) 835 Sl Pla] dllas deadl) o3 H5d Y 4.5.1
to be ir) breach of thes_e QoS oblligations b an e bl sl 3 0l 8 0 e
where it does not meet its obligations due -
to a Force Majeure Event. Where a | &l adie (S5 588 558 Cas g o8 Alla 8 .50l
Force Majeure Event has occurred and 5 M3 el e el e g

¢ ) Al Lo yl) ey Al
the Service Provider seeks exemption | < ©== w3t 5> = D) Ge slao) ) o
from its QoS obligations, the Service Al adke Ao aan
Provider shall:

4511 Inform the CRA via email to| Y awd e Al Sle) 4.5.1.1
XXXX@cra.gov.ga ~ as  s00N &S | {5l Kas iy il 3 XXXX@cra.gov.ga
reasonably practical after the occurrence -
of the event; ¢l o iy aay

4512 Only seek exemption from its QoS | 4exll sags Sl (o b clie) by 4.5.1.2
obligations directly affected by the event, | 5., 1 gl spaly (ol ale IS8 ko
and for a time equal only to the duration -
of the event; and 5 ¢chaal)

4.5.1.3 Not seek any exemption from any other | 3352) &3 Gllill (gl e slie] gl b o2 4.5.1.3

caally il Al (el e o deadd)

4.6 Review Process

revision;

Jaalall el 4.6
461  This Regulation may be revised from time | @5 &Y Sy (e Zoalanll 2aDU) o2a diasd jsa 4.6.1
to time as determined by the CRA. The Lo (sl w‘j Jai o oSar Al aaad Wl
basis for a revision can include, but is not .
4.6.1.1 Length of time since a previous review or | 3t Jeaxll ol dxalall Sie dnal 854l Jsa 4.6.1.1
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4.6.1.2 Changes to the definiton of Exclusive | 93 el cledll i 4 chas 4.6.1.2
Services and/or Universal Services; caloladl caleaall
4.6.1.3 Concerns over the effectiveness of the | ‘&Iall Gl desana Lllad Gl ualss 4.6.1.3
current set of obligations;
4.6.1.4 Major changes in market dynamics (e.g. | “b> dis) Gsudl ClSualin (B 8pS whuss 4.6.1.4

new services, new investment, changes
in market share and other market
developments); and

Aol dan 4 Glypady Baaa Cyldiily Baaa

4.6.1.5 Policy and/or legal changes.

4.6.2 Any material revisions will be subject to the
consultation process determined by the
CRA. Any review will consider, amongst
other things, if evidence, awareness,
complaints, service volumes and/or the
CRA's understanding changes materially.

laaaat il 5ysliall dobesd dyasa Blaed & pads 4.6.2
sl o 0n laeY) L daale 3 2ab Ldig)
S5 oSal Sl 5 e sl ) 5 AN S 13 e egal
(e JSh i Al asehe gl 5 lerdll alaal
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Annexes

Annex |: Structure of Complaints Reporting to CRA for All Service Providers

Reporting metric

The Public Postal Operator Other Service Providers

Average cycle time to resolve customer complaints

Total loss of item v v
Partial loss/abstraction v v
Damage to item v v
Delivery delays v v
Problems relating to import duty v v
Redirection problems v
Other problems with service v v
Waiting times at counters v v
Problems with stamps or franking v
Problems with charges/prices v v
Other problems at counters v v
Waiting times for PO Box v
Number of complaints paying compensation v v
v v

)

da2dl) patha gaad g (e Agd) () (o gSAD) S a5 JCa 1Y) (Balall

aladl ypall Jidha

Aoy 5l salall ALASI 5 5Ll

o gl Ao

Gl sl ) jm

iy ,uals

38V o gy Adlaia JSLie

o sl sale ) JSLi

Zaill 3 5 Al JSUia

Sl 8 sy el

g2l Gaaail) ol al shally 3lati JSLSe

Dl sas 1l 3les Sl

Sl 8 s Al JSLie

Sl g ady Jalii Al (g lSE 2xe

< | <] < | <] 2|2 <L |2 |22 ]
Ll |22 2|2l ]|2 |2 |2 (2|
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Annex II: Template for QoS Compliance Report to the CRA for
all Service Providers

[for finalisation following
consultation]

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 [insert 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

previous periods

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

an Ailgdl) dirna 3 aasl)] 4add) adia gran 38 e Aagd) ) adial) Aadd) 339y ol AV 0 3 gad 1 AEN Galal)
[EJ}L:AAI\

PN il
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[for revision following

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

Postal Operator

[tem | 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 [insert 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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