INSO

18538

1st.Edition
2014

it

(),

Oln! oMl (5550002
Islamic Republic of Iran

ol 3 lssbow! oo ylolus

Iranian National Standardization Organization

—CwdS CadnS—  Juwy, Slous
(e, SR g po (4] 50 (6 5 03100
Slovs glail plu g ool s (509800
SUSy 9 SRy ailoluw 3l oolasw! b  Siw

Postal services — Quality of service —
Measurement of loss of registered mail
and other types of postal service using a
track-and-trace system
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1- International Organization for Standardization

2 - International Electrotechnical Commission

3- International Organization of Legal Metrology (Organisation Internationale de Metrologie Legale)
4 - Contact point

5 - Codex Alimentarius Commission
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DIN EN 14137:2004, Postal services — Quality of service Measurement of loss of registered
mail and other types of postal service using a track-and-trace system
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2- Level of loss

3- Substantial delay

4- Domestic

5- Cross-border

6- Postal service providers
7- Requirements
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2-1 EN 13850:2002, Postal Services — Quality of Service — Measurement of the transit time of

end-to-end services for single piece priority mail first class mail.

2-2 EN 14012, Postal Services — Quality of service — Measurements of complaints and redress
procedures

2-3 1SO 19011, Guidelines for quality and/or environmental management systems auditing.

2-4 UPU S2*, Barcode Symbology for Postal ltems.
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2 - Complainant
3 - Complaint
4- Customer Charter
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1- Service enquiries

2 - Item arriving late

3 - Justified complaint

4 - Lost or substantially delayed (item)
5 -On-time performance

6- Transit time
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1- Registered item, registered letter
2- Rifling

3- Theft

4- Compensation

5- Service standard

6- User

7- Measurement
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2- Statistical checks
3- Recording errors
1- Definition of substantial delay
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L=A-B+C+D

P=L/K

2- Days of strikes

3- Industrial disputes
4- Force majeure

5- Regulator



u‘ o as

sl IS slas K

Gy b)) wlead  Jlo)  cwlel 55T L L ooad osdie a5 MBI S slaws L
loas Jlo)) owliol 136 L L oads sgiie a5 DBl Cons P

el b wileles Ly oas ol glodlga o S sloss N

Wlods oo ol ailobes lawg cwlal 130 L L oo Sgdie sloalgw o slans A

WDloads oals Jigzi o j0 aS ol ailelu lawgd ool ol ool 09880 (loalgu po 0loxi B

Sghhe S 40 (Jg wloads cols fgmd a5 oul o (ol aibls lawgi oS sladlgw e slaxs C

c..b‘odm

ol ol ailels jo (g0s000 srdlgu po S Slass M

Ailoalds Dg9iae 12 Jos )0 5 Cud (609880 laie 4 LIl alels o aS slddlsw o oloxs D

03ld o gi B i 40 aS Wsilesd WL D g M C B Lol anl oo coway ol ailols 555 5IN g A Ll

\5»5.0.») 0)51).3 oD

il ol baogi ol 4y 00000 o0 biZed (N) (slodlses o JS Slasd dulome (o JLSG Ladd g e
S sod oy o38N gl ools iy 0aitin )8 a4 dlgus o azsliz iy ol 4 0l dalgs jalls

oobol 236 L L eogiie sbaalgw o do s duls 0950 o] 3 45 398 o &) Gliges © Cawgu o

S oo 5l

18 (o 1A po (6l ool cod leMb| F-F

gl o (A3l gy slaalgus o 5l 0388 o (6l b 5 Sledlbl
oy 4 Agaspo 50 o Gloj V-F-F

g yo 05 slolids o,lets -
0055 e 7,6 -

OO ey Joeo -

ol alele jo el gl Jore -
Caads by Jgazmo -

1- Estimated



g yo 05 lolids o,lets -

O g Joxe -
J975 lp anxlye ndgl ) -
(Sl los S @890 (yol> hgos b -
il 005 8 szl Ul o Algus o a7 Loy Y-F-F
05 .5 axzlyo Lzl o s -
(sl o 5T) 05,5 dnzlpo s b -

il 00l o0ld CllS y ouiiiw 8 A Algu o &S oK T-F-F
Lol 00l oolo S /).3 0w ).9 LS‘)" 4.‘5.»:).4 as L5>U)L’_

13 J928 g pe 59, Sl @ g ) g o aSiil cS (L) -
G095 (ot SLRU g po (g 0ol ol Cledbl B-F

S e dade g lae (S Cuedd (EALS 0818 (o (500090 (S Ugre 59, DlbI aziliz

g 4 g o (0 e oK V-0-F
g o o5 L ololid o leds -
IS Loy )9S -
0055 e 7,6 -
OS5 Semy Joee -
ol alebes jo cod gl oo -
Ceod by Jypamo -
RVER PES TS ARE
139 oo 000 J19o0 dlgus o a5 K V-O-F
Agwe oS L ololil o,lel -
ool s Joee -
O 9o (sl anxl e opdol gl -
(Sl los S 3850 (yols g )b -



(] o».\.s).j 4.!.‘>‘).4 )Lb.a.“ o djj—w)ao dS‘SoLi& Y-0-¥

139 g0 080 Ll 1 odiin )8 4 dlgun e AT S T-O-F
os,:;_,,.uobmﬁom;@uwfas@u}-

o frgo8 dlgu yo (59, (SLts 4 (g5 sod 1) Aga o 4 (pl S (L) -

Sledlbl g aiS Cod @gaye (53,5 Sy a1 5L5 0550 DMLl WL dae (Sl CwdS 0aiiSpal )8
25 S ohale (ay enss 0aSoald basgs sl sailo

S e duabe g e j9dS (Fum Zwdd osiiSmald o (650090 (S SoWg o DIbI azlix
0D dalys ol (6550 9 (S Sladlgu pa 51 SH 50 gl 5 Sledbl il

bl Sad Ty 25 0l50 b dave (S Caoas o0 pal 8

g yo 05 L loliss o,lets -

O S )b -

O Sy Joe -

ol bl jo cld Jee gl Jore -

Crons oS pal 3 s 4y (obee 285 axebs ol 4) | Jlu) Jee -
M&bw@‘};d@JLﬁ)‘Jm—

odid |9, —

..\JLNW‘))J) ‘3)‘9;, wbwww»oww@@

139 g0 AL )0 o> 0aiiS pol 3 o 5l g o 4 oK -
g yo 05 L lolids ol -
ONS Ly )9S -
(sl 35 masb o 4) inly el 5 < gl e -
ol abeles jo o gl )b -
Coods b Jgame -
odias g0 H9lS -

1- Despatch
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[1] EN 45020 Standardization and related activities - General vocabulary (ISO/ IEC Guide
2:1996).
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