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Contents Page
0= o 6
0 INErOAUCEION ... 7
0.1 7= o = T 7
0.2 Regulatory background ... s s s s s s s s s s s s ssssssssssssssssssnsnsssns 7
1 £ T o - 8
2 Normative referenCes ... e 8
3 Terms and definitioNs ... 9
4 Symbols and abbreviations ... 15
5 Transit time as a Quality-of-Service indicator ... s 16
5.1 =Y o = | 16
5.2 Transit time calculation ... —————————— 17
5.21 Measurement UNit ..o e e e e e s e e e e e e e e e e e e e e e e r e rerererenenes 17
5.2.2 Continuity of measurement ... —————————— 17
5.2.3 Calculation of the transit time ...........ooo s 17
5.3 Service performance iNdIiCators ... s 18
6 MeEthOdOIOQY ....coiiiieiiiiiiiir i 18
6.1 Representative sample deSign ... 18
6.2 Minimum Sample Size (MSS) ...cccciiiiiiiciirirr e sssmr e e smn e s e s e e s s s s mmen e e e e e snnsnnnns 19
6.2.1 Domestic measurement SYStEMS ... ——————— 19
6.2.2 Cross-border measurement SYStEMS .........ccceiiiiiccciccmiinr s 19
6.3 Determination of the design basis ........ccccciiiiiiccimii e e 20
6.3.1 7= o 1= | 20
6.3.2 Estimation of real mail fIOWS ... —————— 20
6.3.3 DESIgN DASIS ...civiiiieiiiiiiiri i ————— 21
6.4 Discriminant Mail Characteristics (DMC) ......cccccviminimr s 21
6.4.1 (€T 7= - | PR 21
6.4.2 Determination of the discriminant mail characteristics .........ccccooviiiiiiiiieeeees 21
6.4.3 Geographical stratification .........ccccoeiicccciir e ——————— 22
6.5 Geographical distribution of the panel ... 23
6.5.1 7= o 1= | 23
6.5.2 Small panels up to 90 PANEIlISES .......cccccciceiiiiii i annns 23
6.5.3 Bigger panels over 90 panellists ... 24
6.6 Integrity of the measurement ... annns 25
6.7 Unbiased sample deSign ........ccccimmiimsii s 26
7 =Y o o o 26
71 Measurement reSUILS ..o —————————————— 26
7.2 EStIMALOrS ... ———————————— 27
7.21 X 1 | - T 27
7.2.2 Panel turnover in relation t0 @aCCUracCy ........ccccciiiiiiiiiiiiiiicii s ns s 27
7.3 Weighting of the reSUILS ..o e s m e e e e s snne e e e s 28
7.31 Reasons for implementing a weighting System ... e e 28
7.3.2 R4 =TT | 1 T o = X 28
7.3.3 Design changes due to annual mail characteristic and postal flow changes ..............c..c... 29



7.4 Content and tiMiNg ... ————————————— 29

8 Quality control and auditing ..o ——————————— 30
9 I 1K= LT =0 (= 31
Annex A (normative) Accuracy Calculation ..........cccccciiiiiiiiccciiirr e 32
A1 T o - S 32
A11 L= o 1= TN 32
A1.2 Two stage sampling @pProach ... sssssssssssssssssssssnnnnnas 32
A1.3 Covariance / Stratification / Accuracy calculation ..........cccccceimiiiiiicccccsecerr e 32
A1.4 The design factor ... ————————————— 32
A.2 SYMDOIS . ———————— 33
A3 Variance calculation for one stratum ... ——— 33
A.31 General calculation method ... s 33
A.3.2 Relation-to-total variation ... 34
A.3.3 Intra-relation variation ... 34
A.4 Variance calculation for a stratified sample ........ccccoriiicccn e ——— 35
A4.1 Variance of a weighted sample deSign ........ccccccciiiiiiiiccccsccirrr s se e 35
A.4.2 Final weight of the individual item ........cc.cooo i 35
A43 Weighting DAsis ......cccccciiiiiiiiiiniiss s s s s e s 36
A.4.4 Combination of weighting and covariance ..........cccccciiiiiiccccscrirre e 36
A.5 Calculation of the confidence interval ............oo s 37
A.51 L= T - 37
A.5.2 Normal approXimation ... e 37
A.5.3 Agresti-Coull approxXimation ... e 39
A5.4 Inverse Beta approxXimation ... 40
Annex B (normative) Transit Time Calculation Rule ... s 41
B.1 Working week transit time calculation rule / domestic and cross-border mail .................... 41
B.2 L0 1] F= o 3 T 1] =P 42
B.2.1 Rule 1: Collection Monday-Friday / Delivery Monday-Friday ..........ccccceiiiiicciseeemeennnsssccsneeens 42
B.2.2 Rule 2: Collection Monday-Friday / Delivery Tuesday-Saturday ..........ccccccccvvmmermnrnnnnsscssnneenns 43
B.2.3 Rule 3: Collection Monday-Friday / Delivery Monday-Saturday ............cccceeniiimnnnniennninsinennn 44
B.2.4 Rule 4: Collection Monday-Saturday / Delivery Monday-Friday .........ccccoocenniimminniinnnininnnnn 45
B.2.5 Rule 5: Collection Sunday-Friday / Delivery Monday-Friday ...........cccconinmnnniicnninninnninnennn 46
B.2.6 Rule 6: Collection Monday-Saturday / Delivery Monday-Saturday ..........c.ccccoecriniinnniiiennnns 47
B.2.7 Rule 7: Collection Sunday-Friday / Delivery Monday-Saturday .........c.ccccoecminnismnnnniesninnennn 48
Annex C (normative) Quality control and auditing .........cccccociiiiiirsiniiccs 49
C.1 L@ LT F= 1 V0o oY P 49
C11 Statistical deSIgN ... e r e e e e e neeeaannan 49
C.A1.2 Test item ProduCtion ... r e e e s ann e e e e e e annn e e e e e nan 49
CA13 Provision of test items to the sender panellists ..........coooi e 49
c14 Sending test iteMS ......cocciiiiiii i ————————————————— 50
C.A1.5 Receiving test items ..o —————————— 50
C.1.6 [ T 1= T oo | 1= e 1 e o 50
CA1.7 Data analysis and reporting .........cccocivmiiiimn e ————— 50
C.1.8 ArChIVING i 51
C.1.9 Quality control and Information Technology (IT) .....ccccciiirirmririrsr s 51
C.2 Auditing - general remMarks ... ———— 51
C.3 Audit of the design Basis .....ccccccviiccciieciiiii e e s s ssme e e en s nnmnnes 52
C.31 L= £ =T TP 52
C.3.2 1V £=Yd ¢ ToTe Lo T Yo [ Tez= T B 10T [ 52
C.3.3 LTS 1] 52
C4 Audit of the Quality-of-Service measurement system .........ccccoccminiinni e, 53
c.41 =T 1= = 11 T L 53
C.4.2 Stability of the parameters ... ———————— 53
C.4.3 Instructions given to the panellists .........ccccoiiiiiiinii e ———— 53



C.44 General Audit of the SyStem ..o ———————— 53
Annex D (normative) Relaxation related to flows with small real mail volumes ............ccoccmiiiiiiniininns 54
D.1 = 0T - 54
D.1.1 T o - 54
D.1.2 Measurement PEriod ... —————————————————— 54
D.1.3 Minimum Sample Size (MSS) ....ccciiiiiicciriri s sssse s e sms e e e e s s e s nmne e e e e ee s snnnns 54
D.2 Domestic Mail FIOWS ........ooiiiiiiii e e e 55
D.3 Cross-border Mail fIOWS ... 56
Annex E (informative) Purpose of postal Quality of Service standards ..........ccccciriiieiiiiicicniicccnnnnnes 58
E.A 7= 0T - 58
E.2 Benefits of QOS standards ... ———— 58
E.3 Use of the survey results for quality improvement .........ccccoiiiminiii s 59
E.3.1 Detailed analySis ..o ———————— 59
E.3.2 (014 T=1 /A o T o =T L=1 oo s Uo7 o = 59
F.2 ReSPONSIDIlITIES ... ———— 60
F.2.1 =Y =T - | 60
F.2.2 Regulatory authority ... s snsn e 61
F.2.3 a0 X3 7= 1o 0= -1 o T 61
F.2.4 Independent Performance monitoring organisation ...........ccccccceniinni e, 62
F.2.5 N E o o ) 62
F.3 Design of the measurement SYStem ..........cccciiiiiii e ———————— 63
F.3.1 DeSign Parameters ........ccccoeiriiisirie s ————————— 63
F.3.2 Field of StUAY ....oovciii i ——————————— 64
F.3.3 Geographical COVErage ... 65
F.3.4 Design requirements due to national peculiarities ...........ccccccciiii 66
F.4 Small Mail VOIUMES ...t s 66
F.4.1 7= 5 =T - | 66
F.4.2 D Lo 3 0 1= o 66
F.4.3 L0 o =T Yo [ 66
F.5 Measurement organisation ..o —————————— 67
F.5.1 Role of the CONractor ... e 67
F.5.2 T =T o T=Y g T =T o U= 67
F.5.3 L= 1 L= T o T 67
Annex G (informative) Design basis ........cccciiriiniimi s ————— 68
GA1 Discriminant characteristiCs ..........ccciiiimiic e ——— 68
G.1.1 Representative sample desSign ... 68
G.1.2 Studies for the evaluation of possible candidates ...........cccoccmiriiriccccccrr e 69
G.1.3 Connection between Design Basis and Sample DeSign ......ccccccvvvvcciiecermrennnisscssssseessssessssnnnns 71
G.2 [ L= | T T 1= 1= SR 72
G.21 Real mail studies for domestic mail ... ——— 72
G.2.2 Real mail studies for cross border mail ... 75
G.2.3 Alternative design bases ... ————————— 75
G.3 Frequency of UPate ...t e 76
H.1 Stages of the SUIVEY ... ———— 77
H.1.1 e (=Y o = T = 1] o 77
H.1.2 = U ] o S 77
H.1.3 Pilot (teStiNg Phas@) .....cciiiicciiiciiiie e s n e e s s amnr e e e e e s e e nn e e e e e e e e e nnnns 77
H.1.4 Faster implementation ... —————— 78
H.1.5 Measurement PEriod ... ———————————— 78
H.2 T 1= | 1S3 79
H.2.1 RepPresentativenNess ... e 79
H.2.2 Risk of panellist identification ... ——— 79
H.2.3 Induction and deliVery ... —————————— 80
H.24 =T 1= T T oY= 82



H.3 Validation and transit time calculation ... 82
H.3.1 Data validation ... e 82
H.3.2 Service Standard ... e 84
H.3.3 Transit-time calculation rule ... 85
H.3.4 o1 86
H.3.5 o o= 3 =TT T 86
H.4 A4 =Y T 31 g ' 88
H.4.1 Weighting and stratification ... 88
H.4.2 A4 =TT |1 g T [ e= 1= 93
H.5 LR o ToT o 4T T o3 =7 U] | £ 95
H.5.1 [T o o o o ' 95
H.5.2 N o 3 7] 3T 97
H.6 B 98
H.6.1 L= 01T - 98
H.6.2 Position of the auditor ... e 98
H.6.3 T Lo 1 =T o T o 98
H.6.4 Selection of the aUItOr ... 99
H.6.5 Frequency of audit ... ————————— 99
H.7 Implementation timetables ... ——————————————————— 929
Annex | (informative) Application of the accuracy calculation ..o, 103
1.1 Limitations of the accuracy calculation methods provided ..........ccccoccmriiiiiiicccciceerrnnnnnnes 103
1.1.1 Participants with high mail loads ..........cccceviiiiiii e —————— 103
1.1.2 Disproportional models beyond the capping system ... s 103
1.2 Recommendations for the application of the rules ... 104
1.2.1 Unstratified end-to-end sample ... s 104
1.2.2 Stratified simple random sample ... ———————— 104
1.2.3 Approximation of the Binomial distribution .............c s 105
1.2.4 X o o - T 105
1.2.5 Accuracy appliCation ... 105
1.3 THEe SAMPIE SIZE ....ooeeeeeeeeieieieeeeneeeennnnnnnnnnnnnnnnnnnnnnnnnsnsnsnnnsnsnsnsnsnsnsnsssnsnsnsssssssssssssnsnsnsssssnnnnnnnnnnnnnnn 107
1.4 General Example for a national yearly result ..o 107
1.4.1 INErOAUCEION ... R 107
1.4.2 Design factor for an unstratified end-to-end sample .........cccccemriiiiccciisrrie e, 109
1.4.3 Design factor for a stratified random sample .........cccciriiiiinni 110
1.4.4 Accuracy calculation ... e e 111
1.5 SIimPplified SCENAIIOS ... e 113
1.5.1 L7 0T - N 113
1.5.2 Transit time results UP 10 96 %o ... 113
1.5.3 Fully proportional SAmPple ...t e 113
1.5.4 Single induction / delivery Point ... e 114
1.5.5 Induction / delivery point with only one letter ... 114
J.1 1 1= g e T Lo ['e o )V 115
J.1.1 Accuracy and Minimum Sample Size (MSS) .....ccccciiiicicicmrrrirrr e ssse e ssmnens 115
J.1.2 MSS for flows with small real mail volumes ... 115
J.2 Transit-time calculation rule ... 116
J.3 Accuracy calculation method ..o —— 116
J.3.1 Improved appliCability ... 116
J.3.2 Reduced bias in calculation ... s 116



		2026-05-11T23:14:34+0000
	DIN Deutsches Institut fuer Normung e. V.
	Dokument ist zertifiziert




