
 
 - 1 - 

DIN EN 14012:2020-06 (E) 
 
 
Postal services - Quality of service - Complaints handling principles 
 
 
Contents            Page 
 
 
European foreword  .......................................................................................................................................... 4 
 
Introduction  ...................................................................................................................................................... 5 
 
1 Scope  ............................................................................................................................................... 7 
 
2 Normative references ..................................................................................................................... 7 
 
3 Terms and definitions  .................................................................................................................... 7 
 
4 Complaint handling - Guiding principles  ..................................................................................... 9 
 
5 Complaint handling commitment  ............................................................................................... 11 
 
6 Complaint handling management  .............................................................................................. 12 
 
7 Operation of the complaints-handling process  ........................................................................ 12 
 
8 Maintenance and improvement  .................................................................................................. 15 
 
Annex A(normative) Performance improvement activity  .......................................................................... 16 
 
A.1 General  .......................................................................................................................................... 16 
A.2 Assessing the organization is able to deal with the information of the complaint handling 

process  .......................................................................................................................................... 16 
A.3 Assessing how the complaint handling process drives continual improvement  ................. 17 
 
Annex B(informative) Customer complaint processes - channels and mechanisms for 

communicating complaint handling processes to postal users  ............................................. 18 
 
B.1 Communication content  .............................................................................................................. 18 
B.2 Communication channels  ........................................................................................................... 18 
B.3 Examples of alternative formats  ................................................................................................. 19 
 
Annex C(informative) Complaint channels  ................................................................................................. 20 
 
C.1 List of complaint channels involved  .......................................................................................... 20 
C.2 Channel operation  ........................................................................................................................ 20 
 
Annex D(informative) Capturing user information on complaints  ........................................................... 22 
 
Annex E(informative) Complaint categorization and classification  ......................................................... 24 
 
E.1 Introduction  .................................................................................................................................. 24 
E.2 Complaint justification  ................................................................................................................. 24 
E.3 Complaint ownership  ................................................................................................................... 24 
E.4 Complaint categories  ................................................................................................................... 25 
E.5 Reasons for complaint  ................................................................................................................. 25 
E.6 Guidance on complaint categorization  ...................................................................................... 26 
 
Annex F(informative) Responses  ................................................................................................................ 28 
 



 
 - 2 - 

F.1 Content of responses - suggested sequence  ........................................................................... 28 
F.2 Issues to be considered can include  ......................................................................................... 28 
F.3 Timescales for responses  .......................................................................................................... 28 
 
Annex G(informative) Complaint reporting  ................................................................................................ 29 
 
G.1 General  ......................................................................................................................................... 29 
G.2 Timescales for reporting  ............................................................................................................. 29 
G.3 Report content  ............................................................................................................................. 29 
G.4 Extra monitoring data  ................................................................................................................. 30 
 
Annex H(informative) Continual improvement  .......................................................................................... 31 
 
H.1 Continual improvement of the complaint handling process  .................................................. 31 
H.2 Continual improvement of products and services  ................................................................... 31 
 
Annex I(informative) Suggested reporting formats  .................................................................................. 32 
 
Annex J(informative) Damage to postal items  .......................................................................................... 39 
 
J.1 Introduction  .................................................................................................................................. 39 
J.2 Measurement of complaints  ....................................................................................................... 39 
J.3 Prevention actions ....................................................................................................................... 52 
J.4 Measurements  .............................................................................................................................. 53 
J.5 Activities to mitigate impact of damages  .................................................................................. 55 
J.6 Parameters of postal items affecting the number of damages  ............................................... 56 
 
Bibliography  .................................................................................................................................................. 57 
 


		2024-04-29T20:01:16+0000
	DIN Deutsches Institut fuer Normung e. V.
	Dokument ist zertifiziert




