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“Delivery On Target Again”

For the second year, delivery performance is above target. In
1997, 83.5 percent of cross-border first class mail in Evrope rea-
ched its final destination within three days of posting and avera-
ge delivery days have been reduced to 2.7 days. The result recor-
ded has again exceeded the target of 80 percent recommended in
1994 by the European Commission. Since 1994 when the UNEX sur-
vey started, the performance has improved by 14.4 percentage
points.

Quality initiatives undertaken for the benefit of consumers since
1994 in both international and domestic postal operations have paid
off, and disparity in Quality of Service between countries has been
decreasing.

The steady progression of performance in 1997 shows that Posts
in Evrope are determined to meet the new challenging targets that
have been set for the future by the European Union’s directive on

postal services.
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To enhance existing quality of service efforts, the postal
operators, members of IPC (1), have implemented the Unipost
External Monitoring System (UNEX) to measure the delivery
performance provided to their customers from the time of pos-
ting to receipt by the customer.

The UNEX system provides essential data upon which to base
continuous improvements of service levels. The validity of
the statistics is guaranteed by Price Waterhouse, the appoin-
ted independent project contractor.

The results from the UNEX study in Europe are published
twice a year and provide summaries of two key performance
indicators: the average number of delivery days taken to deli-
ver mail, and the percentage of mail items delivered within the
agreed standard.

(1): Austria, Belgium, Canada, Cyprus, Denmark, Finland, France, Germany, Greece,
lcetand, Ireland, Italy, Luxembourg, Netherlands, Norway, Portugal, Spain, Sweden,

Switzerland, United Kingdom, United States.
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Europe: Percentage On Time within J+3 Standard

Years 1995, 1996, 1997
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Europe includes membars of EU. leaiand, Norveay and Switzertand, Switzerland did hot participate In UNEX untl 1995, and Austria until 1996. J (Jour, for Day) is the day of posting and e.g. + 3 expresses the: number of days required far ecliection,
transportation and distribution to the recajver. The ac y'an the ahove results ranges betwean 1 and 5 parcent within 2 95% level of confidence. The method of calculation is based on a five days business week - that s to exclude Saturdays and
Sundays, and to exelude public folidays in the destination country, The fallowing countrias have Saturday mall deflvery: Denmark, France, Germany, ltaly, Netherlands; Norway. Switzerland and United Kingdam,




Europe: Average Delivery Days

J Years 1995, 1996, 1997

Destination
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Europe includes members of ELL lceland, Norway and Switzerdand. Switzariand did not perticipate in UNEX until 1985, and Austria until 1996, The method of calculstion is based on a five days business weeh - that Iz o exclude Saturdays and Sun
days, and 1o sxclude public holidays in the destination country, The following countries have Saturdey mall delivery; Denmark, France, Germany, ttaly, Netherands, Norway, Switzerland and United Kingdom



Europe: Distribution of Delivery Days

Year 1997
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One Million
Test Letters

In 1997, more than one
million test letters of
representative types and
sizes were added to 351
country-to-country mail
streams, 783 regional
routes and 247 city-to-
city routes. These routes
cover major cities, sub-

urbs and rural areos.

The UNEX system is
1509002 quality certified.
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One Service Standard for International Mail Within Europe

European IPC members have set a uniform service standard of J+3 for first-class international
mail within Europe. J (Jour, for Day) is the day of posting and +3 expresses the number of days
required for delivery, allowing for collection, transportation and distribution to the receiver. Cur-
rently, the service objective within the European Union is to deliver within three days at least
80 per cent of international first-class mail.

The new European Union's directive on postal services has set a service objective to deliver

85 per cent of first-class intra-Community mail within three days. The directive sets a further
objective to deliver 97 per cent of first-class intra-Community mail within five days.
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This report presents the quality of service performances of International First Class letters in the country-to-
country mail streams for the years 1994, 1995, 1996, and 1997, in accordance with the precision limits
given at a 95% confidence level.

The statistical design of the study is representative of the real mail flows and real patterns and characteris-
tics of the international mail on a continuous basis.

The results are prepared for the use of IPC Unipost and its members. Price Waterhouse accept no respon-
sibility to any party in connection with the use of these.
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