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1 General Provisions

1.1
1.1.1

Definitions and interpretation

“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” 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” refers to any parcel, box or
bag containing goods and things that do
not have the characteristics of letters,
postcards, publications or goods, 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 CRA.

“Postal Items” include letters, postcards,
publications, Postal Parcels and anything
else that can be transferred by post.

“Postal Services” refers to 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
CRA.

“‘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.
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1.1.9 *“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” refers to the financial fee charged by
the Service Provider for each Postal
Service it provides.

1.1.10

1.2 Purpose and objectives of the Consumer
Protection policy and regulation

1.2.1The objectives of this policy and regulation
are:
1.2.1.1. 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.
To ensure that there is an effective
remedy to resolve complaints
between Consumers and Service

Providers if something goes wrong

1.2.1.2.

1.2.1.3. To ensure that Consumer interests
are protected by the postal

regulatory regime in Qatar.

1.3 Legal basis for this regulation

1.3.1 This regulation establishes the basis of
Consumer protection in Qatar in accordance
with the Law No. 15 of 2023 Promulgating
the Law Regulating Postal Services.
Chapter 2, Article 3.3 of the Postal law states
that the CRA will undertake:

1.3.2 “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.”

1.3.3 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
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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 5 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.

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). 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.

Components of the Consumer protection
regulation

This Consumer protection regulation
includes the following components:
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1.4.1.1. The provision of clear, transparent
and accurate information on
Postal Services provided to
Consumers

1.4.1.2. The treatment of operational
issues that are relevant to
Consumers

1.4.1.3. The complaints procedure to be

provided by each Service Provider

and the circumstances for

escalation to the CRA

Provisions for customers with

disabilities

Requirements for monitoring of

compliance

1.4.1.4.

1.4.1.5.

1.5 Commencement date of the Consumer
protection regulation
1.5.1 [To be confirmed following consultation]

1.6 Revision of the Consumer protection
regulation

1.6.1 This regulation may be revised from time

to time as determined by the CRA.

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

1.6.2

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
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2.1.4.1. the Service Provider's website
(for online sales); and

2.1.4.2. the Service Provider's website
(for online 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.

Additional requirements regarding the
reporting of tariffs to the CRA may be set
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

2.2.1

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.

2.2.1.2. 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
Providers should be ready to
substantiate any of these claims
with evidence, if required by the
CRA.
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2.2.14.

2.2.1.5.

2.2.1.6.

2.2.1.7.

2.2.1.8.

2.2.1.9.
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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
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.

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

Any advertising via means of direct
contact (including but not limited to
phone calls, SMS, email or post)
should be at a non-intrusive
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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 Consumer’s lack of
knowledge regarding  Postal
Services.

2.2.2 When considering when an advertisement is
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.

2.3 Privacy protections

2.3.1 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
Law 15 of 2023 Promulgating the Law
Regulating Postal Services.

24 Minimum  requirements for  contract
Consumers

2.4.1 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.

2.4.2 All contracts between a Service Provider and
Consumers for the provision of Postal
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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;

2.4.2.2. 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;

2.4.2.3. The cost of the service, including
any recurring charges and any one-

off charges;

24.2.4. Any charges that apply upon
termination of the contract (within or
outside the minimum service

period);

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

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);

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.

2.4.4 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
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services provided and charges rendered to
the Consumer.

2.4.5 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.

3 Treatment of operational issues relevant to
Consumers

3.1 Introduction

3.1.1In 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 Items 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.

3.2.2 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. theitem is too large to pass through
the letterbox and the recipient is
unavailable;

the item requires a signature and
the recipient is unavailable;

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 wunable to
access the premises for delivery.

3.2.2.2.

3.2.2.3.

3.2.2.4.

3.2.2.5.
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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.

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
attempt to ascertain the return address. If
the Service Provider opens the Postal ltem,
it must make a mark indicating

3.2.5.1.
3.2.5.2.
3.2.5.3

the opening of the Postal Item

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:

3.2.7.1 destroy the item if it is of negligible
value (e.g. newspapers,
magazines, or advertising mail);

3.2.7.2 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

destroy it.

pdia e any caaluall 3 )0ate Aoy pall Al gall S5 Ladie
Wi ST 5l 3aal 5 da i 8 ardull 3ale ] 4 glae danall
Aupws iy oo deadll adie o Gaagy Llia @llb S
S ol Y glae sae GlI3 L Lay caaluiill ale) 6 angs
caladill 3 53n50 dany pall N sall ltie) 8 La gl ) o o g
L) o saly LlaaY) 4 by G S el &l gall

pliseadl 8 (e Leluaal

salels Aeadl) adie ol cadul) sale) A0l pae Als B
Y A 3 s pall ) A ) salall

L3 salal) sale) Aeadll adiad Saall (e (55 Y Ledic
e Jusall s sy are ol Ole ) Juall
i Aeadl) aaial ean o(Rpudl alall e (a6 all
adia a8 1) Jus yall Gl sie (g 2SI A glaal Doy 5l BaLall
) el Adle g adde Gand gy ) skl iy Al

PATROY
Lyl sl =6 3.2.5.1
sl zl 3.25.2
Aol Bl = e ol absall aul - 3.2.5.4

Balall b 2y Juyall Gl sie e S Sl e S 1)
salall Bale) daddll adie o cand carlull 5 y3eiall 45y 5l
el ) Ll

alall syl o sie cpe XU Rl e e IV Y OIS 13
Ay ) salal Aapl e 13laie ) 5 cadudll 5 ydaiall 4y 5l
sl adie e Cand

dagh A8 Cld il 1) Ayl saldl s 3.2.7.1
(e ) 2 5 ) ) il Jia)
s Baal el (IS (8 Ay ) sallly Blaay) 3.2.7.2

3 Ay ) salall S 1Y) YT e el (6)
Ol pally ol JEd i o) ded
1) (R ASIY) Bl s aads dga sall
O (e 5yl el Al 3 salally Al o5
daadll adie o aad (Juall Al

L824

3.2.3

3.2.4

3.2.5

.3.2.6

3.2.7

12 of 29



Communications | p—p aiid i1 d
Regulatory Authority | QOML VI
State of Qatar | |_In 6 d_Jga

3.2.8 Where the Service Provider destroys an
item according to the procedures set out in
Article 3.2.9, the Service Provider must
undertake the destruction safely and in a
way that maintains the confidentiality of the
item.

3.2.9 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 ltem;
3.2.9.2. the date of attempted delivery;
3.2.9.3. the flaws in the name and address of
the sender;
3.2.9.4. a description of the Postal Item;
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. the reason for opening;
3.2.9.8. the description of the contents of
the Postal ltem;

3.2.9.9. the date and time of storage of an
undeliverable Postal Item;

3.2.9.10. the date and outcome of the Postal
Item, either: return of Postal Item to
the sender, preservation of the
Postal Item, or destruction of the
Postal Item; and

3.2.9.11. where the item is destroyed: the
means of destruction.

3.2.10. The CRA may inspect a Service Provider’s
Register of Undeliverable Postal Items at
its discretion.

3.3. Treatment of misdirected Postal ltems

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
Item, 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
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marked on the outside of the Postal Item for
no additional charge.

If there is no clear correct address, Service
Providers are obligated to follow the
procedure for undeliverable postal items.

3.4 Treatment of Postal Items subject to customs

3.41

4.1

4.2

4.2.1

422

423

inspections

Service Providers are permitted to open
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
firstinstance by Consumers, who should only
then raise a complaint with the CRA if the
Service Provider’s own procedure is unable
to provide a satisfactory solution.

Scope of required complaints procedure

Service Providers are required to have a
written Consumer complaints procedure
which is concise, easy to understand and
contains all necessary information required
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
should contain at
information:

procedure
least the following

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
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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.

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

4.2.7.1 Acknowledge receipt: immediately
if made in person or over the
telephone; within two days if made
by other methods including post or
email;

4.2.7.2 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.
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4.2.10 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.

4.3 Timeframes for resolution of complaints

4.3.1 Service Providers are required to resolve
complaints within 8 working days. If a
complaint remains unresolved after a 8
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;

4.41.3The time and date the complaint
was raised;

4.4.1.4 The unique reference number of the
complaint; and

4415The status of the complaint,
including the resolution achieved
once closed.

4.5 Escalating complaints to the CRA

4,51 The circumstances in which a complaint
can be escalated to the CRA by a
Consumer are:
4.5.1.1The circumstances in which a

complaint can be escalated to the
CRA by a Consumer are:
4.51.2The Service Provider does not
resolve the Consumer’s complaint
within the required timeframe as
detailed in 4.2.
4.5.2 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 4.5) or
to b) return or redirect postal items, in
accordance with Article 3.7, Chapter 2 of
the Postal Law.
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4.6 Requirement for Service Providers to provide

4.6.1

46.2

46.3

46.4

compensation

In cases of direct loss or damage to a
Registered Postal Item, 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 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
expected delivery timeframe, Service
Providers are required to provide fair and
reasonable compensation. This must be
clearly stated in their postal terms and
conditions.

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 Item;

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
Iltems are prohibited (as per the
terms of the License); or

4.6.4.5 Where the item is seized by any
competent authorities.
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4.6.5 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.

4.6.6 A Service Provider’s policy to provide
compensation must be clearly stated in the
Service Provider's postal terms and
conditions.

The right to file a case for compensation
shall lapse upon the expiration of one year
from the day following the date on which

46.7

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 Items;

5.1.1.2 How relevant employees should
meet disabled Consumers’ needs;
and

Monitoring impact and

effectiveness of the above points.

5.1.1.3

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:
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6.1.1.1 develop appropriate policies and
procedures to comply with this
Regulation;

6.1.1.2 develop appropriate procedures or
programs to educate employees

regarding Consumer protection;

6.1.1.3 analyse complaints made to it to
identify and prevent the
occurrence of complaints arising

from systemic issues; and

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:

6.1.2.1a 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.

6.1.2.2the 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.

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

6.1.3.1 public notification that a Service
Provider is likely to be in breach of
the Regulation. This step is intended
to provide notification to the public of
the failure of the Service Provider to

o2¢d JELeD dauliall Cile ) ja Yl s clulpdl mas6.1.1.1
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jfw... ...M\Q\Mh \meu\ LSJ\S":J\

Gl 2D wal e SEI Gy sl e 6.1.1.4

(Al AN Cal ) ) Aals el sl el ya)
ity (3l Lah die A0l 5l deadl) adie ae Jasd
Aoyl cleasl)

Oy play AU 038 (3 A dallas (S0 6.2.2

Aol e JUial paey i) llgiondll Sy 6.1.2.1
DA (e Al b codin (5 55 i A3 o3g]
el al VA (e o daadl) il ddaall il 5l

L) e Ags Aalal) (5 5l

el a 4 jlae VLAY andati gl jsa 6.1.2.2
gl Ala 8 deodll adia aua dan )l dydanl)
o jbd) Jlaa ae @aid) o2 AlSal e
Lo A3 J8 3a ) dadleal dua i aillae
o ¢l ol VLAY sl

L Aalal dpans 1l ALY cilnSla alasin) b Sl ve 6.1.3

pladiul 8 CYLaty) adaii Aa platin bl all s ga
fsle aing aeliaia M) ol

Aa el e gl Alaialy Jle jbal 6.1.3.1
pdie (AL ) sanll Jad] )5 shadll o3 Chags
dalle ) Aaladly catlal 3l clagll 3 daadl)

tAaadl) adia JB (je e IS g gl

19 of 29



Communications | p—p aiid i1 d
Regulatory Authority | QOML VI
State of Qatar | j_1h 6 4 _Jga

meet its obligations, and the need for
a rapid remedy of the situation by the
Service Provider;

6.1.3.2 binding directives that should be
taken by a Service Provider to

ensure compliance  with  the
Regulation;

6.1.3.3 provision of refunds and/or
compensation to affected
Consumers;

6.1.3.4 requiring a Service Provider to post
a good behaviour bond; or

6.1.3.5 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

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

months

6.2.2 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:

6.2.2.1 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

el arie Jeo by Al Al Sl sl 6.1.3.2
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Annexure 1:

1. Postal Consumer Complaints Process
- ENGLISH
- ARABIC
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Annexure 1

il@d pal)

The CRA’s complaints investigation procedure

G B adatilly shl Lad cLaWY) aulaii Al i) )

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

(6555 YLtV ol A J il Aaiall Clel_aY) ()55 1
t Sl il e Led sadaill g ellginal)

1.1

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.

Sl ) 4aal (5 g dead anie JS e il 21 3 ghddi 1.1

63 4 Jsarall akaiil) D B 5 ey Aalall (s Sl
& Al G ellginal o g Al e alall Alal)
aae Alla 8 S0y el adia (5 IS5 Clel ya) e of S5
o b 4uad ) ol ddedl) adia ) B (e ellgiudl L

Al S8 i (S o5 584

1.2

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).

gl e gl aladia) ellginal e cany 12 5shdl 1.2

e ma Vsl (5 5K i any) (5 5K il Aiglly Aualal)

(el

1.3.

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 8 working
days.

1.3.2. The Service Provider refused to
lodge the consumer complaint / no
complaint reference number was
provided.

1.3.3. 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 5 working
days.

1.3.4. The Service Provider closed the
consumer  complaint  without
offering any resolution and/or the
consumer is dissatisfied with the
Service Provider’s
resolution/response.
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1.3.2
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1.4.

1.5.

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

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

1.4.2. Shipment

applicable).

tracking number (if

1.4.3. A valid contact number or the
contact of an authorized person

making the complaint.

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

complaining.

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

absence.

1.4.6. 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

1.4.7. 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.
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1.4.2
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1.4.7

& doal il agiin g Y ol Gaisdl Al jeindl dalla
Sl sl dnbiall cliaaill / @l i) JYA e il
Aguadl) Aallas U1 5 sl aniill i Al

1.6.

Step 4: If any of the conditions in Step 3
are not met, the CRA will reject the
consumer complaint.
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1.7. Step 5: For any rejected complaint, the
consumer is informed of CRA rejection and
the associated reasons and the case is
closed.

llgdll §30) s ia s ya 5585 (5Y Al 15 893N 1.7
Apail) B 5 el A jall a5 Al (2

1.8. 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.

2asall otk ) A o (5 555 Al Jus fis 26 55k 1.8
(Rl Galal) (5 9 Aalla Al JVA (e Ble)
OSal A o3 Lo o 2y Jaualii s Sl laay Jisis
i i o) ya) (e Aanll ptie e sleall o3

1.9. 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

(Raxie a3 Biad dadl) adie (5 s 17 B9kdl 1.9
Lo da alagl 5 (o 5Sl) dallaal 43 a5 03 ) sa aladindy
Jroaliill Il Lasd o) a1 ety | el e
a5 el il ol 5V Glasa s ddliall <l il Y

1.12 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.

assuring adherence to the Service lgiiall (a5 Jabd Ja laal ddandl) ania
Provider’s License obligations, to ensure a
comprehensive and satisfactory resolution
for the consumer.
_ _ _ _ Oy lginall Glinad deadl) adie anius 18 5sbdl) 1.10
1.10 Step 8: The Service Provider will provide Jall Llany 3laty Lo Jladll Jlasy)
updates to the consumer and ensure effective
communication regarding the  resolution | ju_u . jlas &6 e Jiy Y L sl el deall pdie maadt 1,11
process. gl 8 A pana ()5S 5 eclipand apaEl ellgiuall aa iila
1.11 The Service Provider is advised to make a | -leiwall N Jsasl D38 s Fasll sl o ddlisa
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. Jhe ) deaal) adie e ag ccllgiunadll ) Jsall H2a3 13 1,12

lgiuall JUady syl 3 ) 8 ual dpai Al
da 258 o Clipand sl Caagy (Jlai) 4al8) 43Y slaey
J o sl llgunall Al 48 5l o lgiasall (5 585 Ly

Aeaall aaie 5 405 5

1.13 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:

1.13.1 Final Investigation Results/Resolution,
providing a detailed explanation of the

IIE e Al ) 1oy aaa Aaadl) adie e 19 5ghadll 1,13
sanal) Aadll Hlaaial o5 ce Rell il s Sl Aallas Sl
b Lo JR a0 3 of (Rays Al pldas b

Saia 1A 58 2ty A ¢ Algdl) il ) 8/ @il 1.13.1
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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.

AVl A Al el 5 aall aadll e s 1,132
O palll Bliainl 2o ge v (bl g ¢l B sl G5 Calla
Ll Ia

1.14 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).

1.15 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.

DA/ Al ani g (il ety Aigll o s g 110 S skadd) 1.14
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1.17 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.

pdie 4a B o3 Jall CRA U p2e Alla 8111 55kdd) 17.1
CRA J& (e @ sall (8 (33l (S 13) L CRA i cdaaal)
el 4231 35 e (e Al il Jualal) e gpaaill
Al Ja B

1.18 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.

1.19 Authorized CRA employees will then

undertake the in-person verifications:

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.

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.

1.19.3 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

Jhal 585 (o gl ¢ pmdd (and o) a) 31 13) 112 S5k} 1,18
saaall ae gall e Jalite JS5 (3D dandl) adie ae Lise Qg
DRl ¢l dilae 5 a8 gall 3l 3l Badaall cililaiall 5 <l
Al Jee ALl 5 I8 Ladic
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representative will collectively review and
sign off on the onsite findings

1.20 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.

ol Azl Jad asle )8 jlaca) Lal daggll ) jiin 113 3ghaddl 1.20
o3l i g sl il ) 13l Y

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.

Reasl) o2 L le 151 Al st el 3114 5 el
e 2l (S ra Al (U_}\c«\ﬁl ‘5\) ¢l ) Lﬁ‘ AAsy

1.22 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.

S) eloaY) 2 dendll adie e Gy 115 B skl 1.22
dad VL) apdais i )b/ allal B85 sl (Qlel )
Lol Jisine 5o i ol dgll Lginan i) CadSLA))

1.23 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.

ol i) ol e Al i 116 39kal) 1.23
oo duall okl i jall Sies deadl) adie yiic) 13)J sinal)
Lela o5 38 (o Sl i) il (Al

1.24 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.
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Figure 1: Postal Consumer complaint process flow diagram
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