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In today’s competitive marketplace, organizations are recognizing that quality is not just an operational metric but a crucial component of customer satisfaction and long-term success. As the postal industry strives to offer and deliver competitive products and services, the ability to transparently measure and communicate quality performance has become paramount. A robust measurement system provides the framework for assessing quality throughout the organization, allowing stakeholders to track progress, identify areas for improvement and make informed decisions.

This UPU measurement and standard-setting methodology for items containing goods (hereinafter referred to as the “measurement methodology”) is designed to create transparency around operational performance, enabling DOs to establish clear benchmarks and key performance indicators (KPIs) that reflect their quality objectives. It places a focus not only on compliance with standards, but also on fostering a culture of continuous improvement, in which DOs are empowered to contribute to quality enhancements.

By openly sharing insights and progress, organizations can build trust and accountability, ensuring that everyone is aligned with the common goal of excellence. In this context, the measurement system serves as a catalyst for collaboration and innovation, driving DOs to exceed customer expectations. The proposed additional tracking features enables customers to have a transparent view of the postal performance, which consequently drives the postal organizations to strive to maintain and, if possible, exceed the expected/promised level.

The measurement methodology is broadly divided into three main parts:
i	description of the international end-to-end (E2E) physical and data elements in postal operations 
(part I);
ii	service standards and validation (part II);
iii	measurement and calculation of performance indicators (part III).

The E2E postal pipeline is defined as spanning from the EMA event to the earliest of the delivery events or EMH, EDH or EMI. This is divided into three stretches, namely Legs 1, 2 and 3, as detailed below. The measurement for on-time performance considers the stretches whose service standards are defined.

The main elements of the measurement methodology are:
EMSEVT v3 events (UPU standard M40) and postal messages, as the primary source of data points for the measurement. The mandatory events for the measurements are: EMA, EMC, PREDES, RESDES, EMD, at least one of the delivery events (EMH, EDH or EMI) and the conditional events, whenever applicable, namely EXX, EDX, EDB, EME and EDC. Additionally, events EMF or EDD, PRECON and RESCON are considered vital for enhancing the measurement diagnostic capabilities. Recognizing that enhanced visibility is one of the core principles of the measurement methodology, the use of data points generated by additional emerging and future technologies, whenever applicable, is considered complementary, adding value to the E2E customer view;
For measurement purposes, Leg 1 is defined as EMA to EMC, Leg 2 at item level is defined as EMC to RESCON,[footnoteRef:2] Leg 3 is defined as RESCON to the first of the delivery events (EMH, EDH or EMI) and E2E is defined as EMA to the first of the delivery events (EMH, EDH or EMI); [2:  The rationale behind measuring Leg 2 elapsed time from EMC to RESCON is to ensure customer-view continuity of measured elapsed time from Leg 1 for the purposes of evaluating quality of service performance.] 

[bookmark: _Hlk196224934]Service standards for Legs 1 and 3 for items containing goods are, by default, the same because both measured stretches occur in the same territory to which the domestic service standards apply. However, the Leg 1 standards cannot exceed the Leg 3 standards. DOs can decide to be measured with tighter standards for Leg 1. Service standards for Legs 1 and 3 are set in accordance with domestic standards that have been officially communicated (e.g. published, confirmed in writing by the DO’s regulating body, etc.) and publicly verifiable sources. In the absence of publicly verifiable domestic service standards, the default service standard applicable for the entire country/territory shall be set at a maximum of two days. Cut-off times for Leg 1 (posting/collection) may differ from those of Leg 3 (latest arrival/entry time) for instances where outbound processing times may differ from inbound processing times. In the absence of dedicated Leg 2 service standards set by the origin DO for operational needs, the standards used for international transport/carrier performance, as determined by the Postal Operations Council (POC) Transport Group, will be used as the default standards. The standards as determined by the Transport Group are the maximum for Leg 2;
Measurements will be done for Legs 1, 2 and 3 and E2E. The calculated entities include, but are not limited to: item-volume ratios; transit/elapsed time inclusive of distribution tail monitoring (customer view); on-time performance (business view); anomalies; and timeliness (i.e. timely data transmission). 


The measurement methodology is integrated (i.e. applicable to all items containing goods), harmonized (i.e. same calculation rules for all items containing goods) and customer-focused.
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The main guiding principles for an appropriate measurement are meeting customer needs, ensuring cost-effectiveness and designing the measurement so that it is fit for purpose.

The following general principles apply to the proposed design of the measurement methodology:
Customer focused
Single measurement methodology for all items containing goods
Globally applicable
As simple as possible (simplify, simplify, simplify)
Integrated and harmonized
Provides insight into visibility, speed and reliability
Transparent (e.g. in key data points)
Strives for accurate and reliable event data
Provides visibility of event availability
Covers E2E and Leg 1, 2 and 3 performance
Applies standardized process for standard-setting and validation
Supported by diagnostic views/files
Whenever applicable, provides source data for user applications, such as performance data for remuneration purposes and quality of service certification purposes.
Lean and efficient management of measurement system
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[bookmark: _Toc196465131][bookmark: _Toc196465884][bookmark: _Toc196480930][bookmark: _Toc196481032][bookmark: _Toc196481360][bookmark: _Toc196481491][bookmark: _Toc198565084][bookmark: _Toc200720899]3	International end-to-end physical postal pipeline and data elements in postal operations

This section identifies the physical postal network and the data elements that are generated therein and used or referred to extensively in this measurement methodology. 

[bookmark: _Toc196465132][bookmark: _Toc196465885][bookmark: _Toc196480931][bookmark: _Toc196481033][bookmark: _Toc196481361][bookmark: _Toc196481492][bookmark: _Toc198565085][bookmark: _Toc200720900]3.1	Mandatory UPU standard messages used for the measurement

The complete set of events used in the measurement is described in table 1 below.


[bookmark: _Toc199321890]Table 1: Events used with an indication of those that are mandatory for measurement purpose.

	[bookmark: _Hlk179280923]Event
	Description
	Status

	Item level

	EMA
	Posting/collection
	Mandatory

	EMB
	Arrival at outward office of exchange
	

	EXA
	Item presented to export Customs/security
	

	EXB
	Item held by export Customs/security 
(+ reason code from code list 111)
	

	EXC
	Item returned from export Customs/security
	

	EXD
	Item held at outward office of exchange 
(+ reason code from code list 112)
	

	EMC
	Departure from outward office of exchange
	Mandatory

	EMJ
	Arrival at transit office of exchange
	

	EMK
	Departure from transit office of exchange
	

	EMD
	Arrival at inward office of exchange
	Mandatory

	EDA
	Held at inward office of exchange
(+ reason code from code list 112)
	

	[bookmark: _Hlk180072130]EDB
	Item presented to import Customs
	Mandatory (in case an item goes to customs)

	EME
	Item held by import Customs
(+ reason code from code list 111)
	Mandatory (at least one is mandatory if EDB is provided. If an item has no EDB, the EME or EDC is not expected to be provided. The EDB and either EME or EDC are expected to be provided as a pair)

	EDC
	Item returned from import Customs
	

	EMF
	Departure from inward office of exchange
	Mandatory (for the event that marks the handover of responsibility from International to the domestic network)

	EDD
	Item into sorting centre
	

	EDE
	Item out of sorting centre
	

	EMG
	Arrival at delivery office
	

	EDF
	Item held at delivery depot 
(+ reason code from code list 112)
	

	EDG
	Item out for physical delivery
	

	EMH
	Attempted/unsuccessful (physical) delivery 
	
Mandatory (the earliest of the three events)

	EDH
	Item arrival at collection point for pick-up (by recipient)
	

	EMI
	Final delivery
	

	EXX
	Export cancellation
	

	EDX
	Import terminated
	

	Dispatch level

	PREDES
	Receptacle message at origin
	Mandatory

	RESDES
	Receptacle message at destination
	Mandatory

	Consignment level

	PRECON
	Consignment message at origin
	Mandatory, if available

	RESCON
	Consignment message at destination
	Mandatory, if available



As EMF (or EDD for some postal settings) mark the handover from international/office of exchange (OE) to domestic operations, it adds value to make one of the two events mandatory so as to measure the performance of the international/OE processes and domestic processes separately. Thus, either EMF or EDD (whichever is applicable) is mandatory and should therefore be provided.

EXX or EDX signifies cancellation of the item and, consequently, of any further processing in the postal pipeline. Thus, the earliest of these two events should be provided if item cancellation occurs. If additional tracking data is provided after EXX and/or EDX, the item will not be considered as cancelled.

Similarly, EMH, EDH or EMI signifies delivery of the item and, consequently, there is no further processing. Thus, the earliest of these three events is mandatory and should therefore be provided. If more than one delivery event is provided, the earliest of these three events will be used for the measurement.

EDB, EME and EDC are conditional events and are used for items that have gone to customs. If EDB is provided, EME or EDC is expected to be provided too. If an item has no EDB, the EME and/or EDC is not expected to be provided. The EDB and either EME or EDC are expected to be provided as a pair.

PRECON and RESCON add real value for the calculation of Leg 2 performance indicators. However, not all countries exchange these messages. The Transport Group has been working during the Abidjan cycle to increase the percentage of exchanged PRECON-RESCON messages. Currently, around 70% of all receptacles are included in PRECON messages and this percentage is expected to increase in the coming years, with an overall target of around 95%. Once a PRECON message has been issued, a RESCON message is provided for almost 90% of receptacles (source: QCS big data, first half of 2024). For this reason, PRECON and RESCON messages are included as mandatory events for the measurement system.

As CARDIT and RESDIT are exchanged between DOs and airlines, it is not necessary to make them mandatory from a measurement point of view. However, specifically RESDIT 21 (handover from airline/ground handler to destination DO) would add extra transparency to the postal pipeline from both an operational and a customer/tracking point of view. So, it is recommended to start working on a more widespread usage of CARDIT and RESDIT events in general and a more robust RESDIT 21 in particular.

[bookmark: _Toc196465133][bookmark: _Toc196465886][bookmark: _Toc196480932][bookmark: _Toc196481034][bookmark: _Toc196481362][bookmark: _Toc196481493][bookmark: _Toc198565086][bookmark: _Toc200720901]3.2	The concept of a data point

A “data point” is a unit of information taking the form of a number, a date, a time, a string or a combination of these. Data points are the building blocks of data analysis and statistical inference.

A data point, as used in this document, refers to a unique entity containing, among other information, the location, date and time of an occurrence. For example, an EMSEVT is a data point containing scanning information (location, date and time, among others) for an item. A global positioning system (GPS) event or a radio frequency identification event is also a data point that contains registration information (location, date and time, among others) for an object. 

Unless otherwise stated in the document, data points refer primarily to EMSEVTs generated by scanning and operational postal messages like PREDES, PRECON, etc. Reference to “supplementary” data points implies data points generated by additional data sources other than scanning, which can be exploited to enrich the visibility of an item. All supplementary data points shall be made available in the same data format as EMSEVT. 

As each data point is characterized by a unique ID, location and timestamp, the time between two data points of the same ID is calculated as the “elapsed time” performance indicator. The number of unique IDs at a unique location and/or timestamp gives the “volume” performance indicator. The number of unique IDs at different timestamps gives the “ratio” performance indicator. The quality of the data point is used for performance indicators on compliance.
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All EMSEVTs shall be transmitted to the data network within six hours of generation of the event. The “timeliness” performance indicator will be calculated to indicate the number, ratio or percentage of data points transmitted to the network within the six-hour target, against the total number of data points transmitted within the reporting period.
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Figure 1 shows the physical (operational) and data flow within the postal network.

Between the EMA event and the delivery events, data points from EMSEVTs, generated from scanning, provide E2E visibility for the item at specific physical postal facilities. In facilities where EMSEVTs are generated (and also in domestic facilities where EMSEVTs are not generated), supplementary data points may be generated to enhance visibility within sub-stretches not covered by scanning. Supplementary data points have the potential to strengthen item visibility and enhance the customer view.
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[bookmark: _Toc196465137][bookmark: _Toc196465890][bookmark: _Toc196480936][bookmark: _Toc196481038][bookmark: _Toc196481366][bookmark: _Toc196481497][bookmark: _Toc198565090][bookmark: _Toc200720905]4	Service standards, validation and re-validation
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Service standards refer to the cut-off time and the conveyance time (number of weekdays) on which an item is expected to be handled at a specific location where the cut-off time applies. The setting of service standards is done for Legs 1, 2 and 3. The expected service standards for Legs 1 and 3 are, by default, the same because both measured stretches occur in the same country/territory to which the domestic service standards apply. However, DOs can decide to be measured using other customized conveyance time standards for Leg 1 with the condition that the Leg 1 conveyance times shall not be greater than the Leg 3 conveyance times. The cut-off times for Leg 1 (posting/collection) may differ from those of Leg 3 (latest arrival/entry time) for instances where outbound processing times may differ from inbound processing times owing to international transportation constraints and/or alignment.
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DOs will be notified to provide their service standards applicable for Legs 1 and 3. For each day of the week, the service standards shall show the cut-off times and the weekday on which an item is expected to arrive at a specific location. DOs should take care of their geographical accessibility when defining their service standards.

For Leg 1, cut-off times shall refer to the latest posting time for which an EMA event is generated. This cut-off time is mostly aligned with the opening hours of the postal facility to enable the EMA event to be generated. 

For Leg 3, cut-off times shall refer to the latest arrival time for which the designated arrival event (RESCON or fall-back events RESDES or EMD) is generated. The cut-off time is mostly aligned to the operational hours of the inbound international mail processing centre, that is, the airmail unit or OE.

Table 2 provides an example of a service standard setting/configuration that is published.

[bookmark: _Toc199321891]Table 2: Example of published service standard setting/configuration 

	Day
	Cut-off time
	Zone 1
	Zone 2
	Zone 3
	Zone 4

	
	EMA event
	EMD[footnoteRef:3] event [3:  For measurement (see part III), the item is considered measurable by taking the earliest of the events RESCON, RESDES and EMD in the given order. By default, the cut-off time for RESDES is two hours earlier than the EMD cut-off time, and the cut-off time for RESCON is one hour earlier than RESDES cut-off time.] 

	
	
	
	

	Monday
	15.00
	17.00
	Tue
	Wed
	Thu
	Fri

	Monday
	23.59
	23.59
	Wed
	Thu
	Fri
	Sat

	Tuesday
	15.00
	17.00
	Wed
	Thu
	Fri
	Sat

	Tuesday
	23.59
	23.59
	Thu
	Fri
	Sat
	Mon

	Wednesday
	15.00
	17.00
	Thu
	Fri
	Sat
	Mon

	Wednesday
	23.59
	23.59
	Fri
	Sat
	Mon
	Tue

	Thursday
	15.00
	17.00
	Fri
	Sat
	Mon
	Tue

	Thursday
	23.59
	23.59
	Sat
	Mon
	Tue
	Wed

	Friday
	15.00
	17.00
	Sat
	Mon
	Tue
	Wed

	Friday
	23.59
	23.59
	Mon
	Tue
	Wed
	Thu

	Saturday
	15.00
	17.00
	Mon
	Tue
	Wed
	Thu

	Saturday
	23.59
	23.59
	Tue
	Wed
	Thu
	Fri

	Sunday
	14.00
	16.00
	Tue
	Wed
	Thu
	Fri

	Sunday
	23.59
	23.59
	Wed
	Thu
	Fri
	Sat



The zones are described by postcode or zip code. As cities are defined by postcode or zip code, defining the zones by city implies that each city is already defined by or linked to at least one postcode or zip code. The table below provides examples of zone definitions.

[bookmark: _Toc199321892]Table 3: Examples of zone definitions 

	Zone
	Cities or postcodes

	1
	101, 102, 103, 106, 107, 111, 112, 124, 128, 199, 1U1, 911, ADC

	2
	944, 955, 956, 957, 100, 104, 105, 108, 109, 116, 117, 118, 122, 130, 131, 141, 181, 184, 196, 1U2, 200

	3
	201, 202, 203, 204, 205, 206, 207, 208, 209, 210, 211, 212, 213, 214, 215, 216, 217, 218, 219, 220, 221

	4
	city1, city3, city4




[bookmark: _Toc196480939][bookmark: _Toc196481041][bookmark: _Toc196481369][bookmark: _Toc196481500][bookmark: _Toc198565093][bookmark: _Toc200720908]4.1.1.1	Service standards for remote areas in a country/territory

For a country/territory with multiple service standards and with large parts considered “remote”, setting service standards can be done by grouping the “remote” areas, postcodes or zip codes into a separate (“remote”) zone and defining an appropriate service standard. The definition of what is considered a “remote” area, postcode or zip code is given by the respective country/territory; however, as a general rule, the combined “remote” zone should receive or dispatch a maximum of 10% of the export/import volume of that country/territory.

[bookmark: _Toc196480940][bookmark: _Toc196481042][bookmark: _Toc196481370][bookmark: _Toc196481501][bookmark: _Toc198565094][bookmark: _Toc200720909]4.1.1.2	Confirmation and validation of service standards for Legs 1 and 3

Service standards for Legs 1 and 3 for items containing goods are set in accordance with domestic standards that have been officially communicated (e.g. published, confirmed in writing by the DO’s regulating body, etc.) and publicly verifiable sources. DOs shall provide the necessary written documentation as proof of confirmation of officially communicated domestic standards.

The submitted service standards will be validated by the International Bureau before being used for the measurement. DOs are responsible for notifying the International Bureau of changes/updates to be made to the validated service standards. Once validated, the service standards shall be applicable for the calculation of official performance reports.

[bookmark: _Toc196480941][bookmark: _Toc196481043][bookmark: _Toc196481371][bookmark: _Toc196481502][bookmark: _Toc198565095][bookmark: _Toc200720910]4.1.1.3	Default service standards for Legs 1 and 3

In the absence of publicly verifiable domestic service standards for items containing goods, the default service standard applicable to the entire country/territory shall be set at a maximum of two days with a cut-off time of 15.00.

[bookmark: _Toc196465140][bookmark: _Toc196465893][bookmark: _Toc196480942][bookmark: _Toc196481044][bookmark: _Toc196481372][bookmark: _Toc196481503][bookmark: _Toc198565096][bookmark: _Toc200720911]4.1.2	Service standards for Leg 2

As a starting point, the service standards for the transport/carrier segment in Leg 2 will be deemed to also apply as the service standards for Leg 2. Once the measurement methodology has generated sufficient international transportation data, further analysis will be conducted to accurately determine the service standards for Leg 2.

The service standards for the transport/carrier segment in Leg 2 are determined by the POC group responsible for transport, namely the Transport Group. This group determines the specific event[footnoteRef:4] from the origin country/territory to be associated with the cut-off time. Although these service standards are not requested from DOs for operational needs, DOs can decide to be measured using other customized service standards for the transport/carrier segment, in general or for specific zones or links/corridors. However, such customized service standards shall not be greater than the service standards as provided by the Transport Group. The measurement system will automatically apply the latest service standards approved by the Transport Group. The format of the transport/carrier segment service standards is the same as for Legs 1 or 3, in that it specifies the cut-off time and the conveyance time (number of weekdays) in which an item is expected to arrive in the destination country/territory from the location where the cut-off time applies.  [4:  The international transport/carrier segment is defined at consignment level within Leg 2 and performance is measured as elapsed time from CARDIT to RESDIT 21, with the possibility of using PRECON and/or RESCON if the CARDIT and/or RESDIT 21 information is not available.] 


For the calculation of official performance reports, the service standards as provided by the Transport Group shall apply.

Table 4 provides an example of a service standard setting/configuration provided by the Transport Group.


[bookmark: _Toc199321893]Table 4: Example of Leg 2 service standard setting/configuration

	Day
	Cut-off time
	Block 1
	Block 2
	…….
	Block 81

	
	PRECON event (air)
	PRECON event (surface)
	
	
	
	

	Monday
	21.00
	21.00
	+2 days
	+4 days
	…….
	+3 days

	Monday
	23.59
	23.59
	+3 days
	+5 days
	…….
	+4 days

	Tuesday
	21.00
	21.00
	+2 days
	+4 days
	…….
	+3 days

	Tuesday
	23.59
	23.59
	+3 days
	+5 days
	…….
	+4 days

	Wednesday
	21.00
	21.00
	+2 days
	+4 days
	…….
	+3 days

	Wednesday
	23.59
	23.59
	+3 days
	+5 days
	…….
	+4 days

	Thursday
	21.00
	21.00
	+2 days
	+4 days
	…….
	+3 days

	Thursday
	23.59
	23.59
	+3 days
	+5 days
	…….
	+4 days

	Friday
	21.00
	21.00
	+2 days
	+4 days
	…….
	+3 days

	Friday
	23.59
	23.59
	+3 days
	+5 days
	…….
	+4 days

	Saturday
	21.00
	21.00
	+2 days
	+4 days
	…….
	+3 days

	Saturday
	23.59
	23.59
	+3 days
	+5 days
	…….
	+4 days

	Sunday
	22.00
	22.00
	+2 days
	+4 days
	…….
	+3 days

	Sunday
	23.59
	23.59
	+3 days
	+5 days
	…….
	+4 days




The Transport Group defines transport/carrier segment standards according to world regions. The following nine world regions are used to define the transport/carrier standards:
i	Arab region (ARB)
ii	Asia (ASI)
iii	Caribbean (CAR)
iv	Europe and CIS (EUC)
v	Latin America (LAM)
vi	North America (NAM)
vii	Pacific (PAC)
viii	Southern and East Africa (SEA)
ix	West and Central Africa (WCA)

Two locations within one region (intra-region, e.g. ARB→ARB) or between two separate regions (inter-region, e.g. ARB→WCA) define a “block” in which the transportation of items takes place. As the transport/carrier service standards are defined per “block”, there are 81 (9 x 9) different combinations of conveyance “blocks” to which to assign the respective service standards.

Table 5 shows the “blocks” used to define the service standards for the transport/carrier segment and also currently applicable for Leg 2.
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[bookmark: _Toc199321894]Table 5: “Blocks” used for transport/carrier service standard setting/configuration and currently applicable for Leg 2 

	
	
	To region

	
	
	Southern and East Africa 
	West and Central Africa 
	Arab
	Asia 
	Pacific 
	Caribbean 
	Europe and CIS
	Latin America 
	North America 

	From region
	Southern and East Africa 
	Block 1
	Block 2
	Block 3
	Block 4
	Block 5
	Block 6
	Block 7
	Block 8
	Block 9

	
	West and Central Africa 
	Block 10
	Block 11
	Block 12
	Block 13
	Block 14
	Block 15
	Block 16
	Block 17
	Block 18

	
	Arab region 
	Block 19
	Block 20
	Block 21
	Block 22
	Block 23
	Block 24
	Block 25
	Block 26
	Block 27

	
	Asia 
	Block 28
	Block 29
	Block 30
	Block 31
	Block 32
	Block 33
	Block 34
	Block 35
	Block 36

	
	Pacific 
	Block 37
	Block 38
	Block 39
	Block 40
	Block 41
	Block 42
	Block 43
	Block 44
	Block 45

	
	Caribbean 
	Block 46
	Block 47
	Block 48
	Block 49
	Block 50
	Block 51
	Block 52
	Block 53
	Block 54

	
	Europe and CIS 
	Block 55
	Block 56
	Block 57
	Block 58
	Block 59
	Block 60
	Block 61
	Block 62
	Block 63

	
	Latin America 
	Block 64
	Block 65
	Block 66
	Block 67
	Block 68
	Block 69
	Block 70
	Block 71
	Block 72

	
	North America 
	Block 73
	Block 74
	Block 75
	Block 76
	Block 77
	Block 78
	Block 79
	Block 80
	Block 81
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[bookmark: _Toc196480943][bookmark: _Toc196481045][bookmark: _Toc196481373][bookmark: _Toc196481504][bookmark: _Toc198565097][bookmark: _Toc200720912]4.1.2.1	Confirmation and validation of service standards for Leg 2

In the absence of dedicated Leg 2 service standards set by the origin DO for operational needs, the standards used for international transport/carrier performance, as determined by the POC Transport Group will be used as the default standards. These standards will be the maximum for Leg 2 and will be used for official UPU reporting.

[bookmark: _Toc196465141][bookmark: _Toc196465894][bookmark: _Toc196480944][bookmark: _Toc196481046][bookmark: _Toc196481374][bookmark: _Toc196481505][bookmark: _Toc198565098][bookmark: _Toc200720913]4.1.3	Service standards for end-to-end

The service standards applicable to the E2E measurement are a combination of the individual service standards for Legs 1, 2 and 3. Although the E2E service standards will not be requested from DOs, the measurement system will automatically apply the validated service standards for Legs 1, 2 and 3.

[bookmark: _Toc196465142][bookmark: _Toc196465895][bookmark: _Toc196480945][bookmark: _Toc196481047][bookmark: _Toc196481375][bookmark: _Toc196481506][bookmark: _Toc198565099][bookmark: _Toc200720914]4.2	Additional considerations relating to service standards and (re-)validation

a	DOs may revise their validated delivery standards once per quarter.
b	Newly validated delivery standards shall be implemented at the start of the month following the acceptance of those standards. Retroactive application of newly validated delivery standards will not be accepted.
c	Newly validated delivery standards may only be implemented on the first day of the month following the acceptance of those standards.
d	The validated delivery standards for each designated OE that has been communicated/published (e.g. in the Letter Post Compendium or the Parcel Post Compendium) must cover the entire area of the country/territory to which the items are posted or in which they are delivered.


[bookmark: _Toc196465143][bookmark: _Toc196465896][bookmark: _Toc196480946][bookmark: _Toc196481048][bookmark: _Toc196481376][bookmark: _Toc196481507][bookmark: _Toc198565100][bookmark: _Toc200720915]Part III: Measurements and performance calculation for Legs 1, 2 and 3 and end-to-end

This section provides details on the measurement and calculation rules. The calculated entities include, but are not limited to: transit time inclusive of distribution tail monitoring (customer view); on-time performance against standards (business view); timeliness (i.e. timely data transmission); anomalies and missing scans; and ratios.


[bookmark: _Toc196465144][bookmark: _Toc196465897][bookmark: _Toc196480947][bookmark: _Toc196481049][bookmark: _Toc196481377][bookmark: _Toc196481508][bookmark: _Toc198565101][bookmark: _Toc200720916]5	Data selection for calculating performance indicators

All quality performance indicators will be calculated on the basis of a data set. Account will be taken of the fact that, for any given period, some items will still be in transit and therefore will not yet have been received. Similarly, some items will have been received but posted outside the defined period. To avoid excluding items from the calculation whose date of posting or delivery falls outside the defined period, the data selection criteria will cover 1) all items with at least one event in the origin country within the defined period; and 2) all items with at least one event in the destination country within the defined period. The two data sets will form the base data set to be used for calculating KPIs after elimination of any repeated/duplicate/multiple events. 

The two data selection options above allow the generation of reports from both the “posting” and the “delivery” perspective for the period defined (monthly/weekly/daily).




[bookmark: _Toc196465145][bookmark: _Toc196465898][bookmark: _Toc196480948][bookmark: _Toc196481050][bookmark: _Toc196481378][bookmark: _Toc196481509][bookmark: _Toc198565102][bookmark: _Toc200720917]6	Transit/elapsed time measurements and performance calculation

[bookmark: _Toc196465146][bookmark: _Toc196465899][bookmark: _Toc196480949][bookmark: _Toc196481051][bookmark: _Toc196481379][bookmark: _Toc196481510][bookmark: _Toc198565103][bookmark: _Toc200720918]6.1	Definition of stretches for measurement

[bookmark: _Toc198565135][bookmark: _Toc199321865]Figure 2:	Definition of measurement stretches, calculation of transit/elapsed time and on-time performance
End-to-end (EMA to EMH/EDH/EMI)
EMA
EMC
PRECON
RESCON
EMD
PREDES
RESDES
Figure 2a 

Events used for defining the stretches
EMH/EDH/EMI
Leg 1
(EMA to EMC)
Leg 2
(EMC to RESCON)
Leg 3
(RESCON to EMH/EDH/EMI)











 




Transit/elapsed time measurement for Leg 1
EMA to EMC
Transit/elapsed time measurement for Leg 2
Transit/elapsed time measurement for Leg 3
Figure 2b 

Transit/elapsed time measurement (customer view)
EMC to earliest of RESCON, RESDES or EMD (chronologically)
Earliest of RESCON, RESDES or EMD (chronologically) to earliest of delivery events (EMH/EDH/EMI)
RESDES
EMD
Transit/elapsed time measurement for end-to-end (EMA to EMH/EDH/EMI)

















Figure 2c 

On-time performance (business view)
On-time performance for Leg 1
On-time performance for Leg 2
On-time performance for Leg 3
Leg 1 
service standards used
Transport/carrier 
service standards used
Leg 3 service standards used
Zone not covered by service standards
PRECON
RESCON
EMD
RESDES
On-time performance for end-to-end. Leg 1, 2 and 3 service standards used.















Figures 2a, 2b and 2c show a schematic view of the events that define Legs 1, 2 and 3, and of the events that are used to calculate transit time (customer view) and on-time performance (business view). As this methodology focuses on postal EMSEVT events and messages exchanged between postal organizations, the service standards applicable to the on-time performance of the transport/carrier segment shall cover PRECON to RESCON. This means that, where the PRECON event is absent and the fall-back of either the PREDES or EMC event is used, the transport/carrier segment service standards will be used as a proxy, since no service standard fully covers the zone between EMC and PRECON. Other measurements like air carrier performance using messages like CARDIT 74 and RESDIT 21 can be measured additionally.

[bookmark: _Toc196465147][bookmark: _Toc196465900][bookmark: _Toc196480950][bookmark: _Toc196481052][bookmark: _Toc196481380][bookmark: _Toc196481511][bookmark: _Toc198565104][bookmark: _Toc200720919]6.2	Transit/elapsed time measurement using EMSEVT, dispatch and consignment messages

[bookmark: _Toc199321895]Table 6: Transit/elapsed time and on-time performance measurement for Legs 1, 2 and 3 and end-to-end

	
	Customer view
(Transit/elapsed time)
	Business view

	
	
	On-time performance
	Exclusions/deductions

	Leg 1
	EMA to EMC
	EMA to EMC with Leg 1 service standards
	Origin: holidays, non-working days,[footnoteRef:5] customs time [5:  A non-working day is a day when item processing and/or delivery do not take place. This may be a whole day (00.00–23.59) or half-day (00.00–11.59 or 12.00–23.59).] 


	Leg 2
	EMC to earliest of RESCON/ RESDES/EMD
	EMC to earliest of RESCON/ RESDES/EMD with transport/carrier service standards
	None

	Leg 3
	Earliest of RESCON/ RESDES/EMD to earliest of EMH/EDH/EMI
	Earliest of RESCON/RESDES/ EMD to earliest of EMH/EDH/ EMI with Leg 3 service standards
	Destination: holidays, non-working days, customs time

	E2E
	EMA to earliest of EMH/EDH/ EMI
	EMA to earliest of EMH/EDH/ EMI with applicable service standards for Legs 1, 2 and 3. Service standards for Leg 1 will be taken from the origin partner and Leg 3 service standards from the destination partner.
	Origin and destination: holidays, non-working days, customs time



Other transit/elapsed times between sub-stretches within E2E (e.g. EMA to EMB, EXA to EXC, EMD to EMF, EDB to EDC) can be calculated optionally if the relevant EDI events are available.

[bookmark: _Toc196465148][bookmark: _Toc196465901][bookmark: _Toc196480951][bookmark: _Toc196481053][bookmark: _Toc196481381][bookmark: _Toc196481512][bookmark: _Toc198565105][bookmark: _Toc200720920]6.3	Transit time measurement combining EMSEVTs and supplementary data points

Recognizing that enhanced visibility is one of the core principles of the measurement methodology, the use of data points generated by additional emerging and future technologies, whenever applicable, is considered complementary, adding value to the E2E customer view. The potential use of complementary data points will be considered at a later time, when mechanisms for combining EMSEVTs / operational postal messages (e.g. PREDES, PRECON, etc) and supplementary data points for measurement have been explored and validated. 

[bookmark: _Toc196465149][bookmark: _Toc196465902][bookmark: _Toc196480952][bookmark: _Toc196481054][bookmark: _Toc196481382][bookmark: _Toc196481513][bookmark: _Toc198565106][bookmark: _Toc200720921]6.4	Missing scans and anomalies 

[bookmark: _Toc196465150][bookmark: _Toc196465903][bookmark: _Toc196480953][bookmark: _Toc196481055][bookmark: _Toc196481383][bookmark: _Toc196481514][bookmark: _Toc198565107][bookmark: _Toc200720922]6.4.1	Missing scans

To calculate performance, a series of basic data elements must be present. When a given element is missing, the corresponding item is marked as missing that specific element, for example, “no EMD”. Each item is assigned only one status within the calculation; therefore, the system checks chronologically for missing mandatory elements, from “no EMA” to “no delivery event”. The missing scans – both mandatory and optional – can be reported as an indicator of item visibility.

[bookmark: _Toc196465151][bookmark: _Toc196465904][bookmark: _Toc196480954][bookmark: _Toc196481056][bookmark: _Toc196481384][bookmark: _Toc196481515][bookmark: _Toc198565108][bookmark: _Toc200720923]6.4.2	Anomalies

Anomalies are elements of an item that are inconsistent with what is expected. For example, it is expected that only one PRECON should be transmitted. The transmission of multiple PRECONs for the same consignment would be regarded as an anomaly. Similarly, it is expected that EMC should come after EMA. If EMA comes after EMC, the chronological order of the events is “out of sequence”. Anomalies can be reported as an indicator of item inconsistencies.

Any item having missing events and/or anomalies does not appear in the segmental results within E2E transit/elapsed time and performance reporting.

[bookmark: _Toc196465152][bookmark: _Toc196465905][bookmark: _Toc196480955][bookmark: _Toc196481057][bookmark: _Toc196481385][bookmark: _Toc196481516][bookmark: _Toc198565109][bookmark: _Toc200720924]6.5	Deductions and exclusions

6.5.1	Deductions

[bookmark: _Toc196480956][bookmark: _Toc196481058][bookmark: _Toc196481386][bookmark: _Toc196481517][bookmark: _Toc198565110][bookmark: _Toc200720925]6.5.1.1	Non-working days and holidays

There are different types of non-working days:
public holidays, which are published official national or regional holidays;
days when the airmail unit, OE or domestic sorting centre is not operating (non-processing days);
standard set days during the week when the DO makes no deliveries (non-delivery days).

For the on-time performance (business view) calculation, holidays and non-working days are deducted from the total transit/elapsed time. However, holidays, non-processing days and non-delivery days are not deducted from the customer view calculation.

Where applicable, the deduction of the holidays and non-working days depends on the stretch measured. For Legs 1 and 3, holidays and non-working days are deducted where there is proof from the relevant events within the stretch that the item was still in the country/territory. For example, a holiday and non-working day occurring between EMA and EMC will be deducted only once if the holiday occurs on the same calendar day as a normal non-working day (e.g. weekend). For Leg 2, no deductions are made for holidays and non-working days. For E2E, holidays and non-working days are deducted in the respective stretches (Leg 1 and/or Leg 3) if the events provide proof that the item was in the particular stretch at the time in which the holiday and/or non-working day occurred.


[bookmark: _Toc196480957][bookmark: _Toc196481059][bookmark: _Toc196481387][bookmark: _Toc196481518][bookmark: _Toc198565111][bookmark: _Toc200720926]6.5.1.2	Time in customs

The time that items spend in customs, for international outbound and inbound, is deducted from the total delivery time. Items are considered to spend time in customs when the DO (whether the DO’s staff or other parties instructed by the DO to perform certain tasks) is unable or not permitted to forward the items internally for operational purposes, or to process the affected items in any way.

The term “customs” includes both customs processing at the OE and remote customs processing.

6.5.1.2.1	Customs processing at the office of exchange 

For time in customs to be deducted, EDB and EDC must be provided and in chronological order. When EME is available, it must also be in chronological order, after EDB and before EDC. 

6.5.1.2.2	Remote customs processing

For time in customs to be deducted, EDB and EDC must be provided, in chronological order, and have the element “customs facility type” populated with the value “R” from UPU code list 200. When EME is available, it must also be in chronological order, after EDB and before EDC.

The number of days deducted for time spent in customs depends on how many critical scan windows have passed while the item is in customs. One day is deducted for each critical scan window passed. The cut-off time used for each DO is the EMD event cut-off time used for the measurements.

The table below illustrates the basic concept of time spent in customs.

[bookmark: _Toc199321896]Table 7: Example of time-in-customs calculation

	
	
	Day 0[footnoteRef:6] [6:  “Day 0” is the day on which the EDB event (presentation to customs) occurs for an item.] 

	Day 1
	Day 2
	Number of days in customs

	
	
	Cut-off time
	Cut-off time
	Cut-off time
	

	
	
	
	
	
	
	
	
	

	Scenario 1
	EDB
	EDC
	
	
	
	
	
	0

	
	
	
	
	
	
	
	
	

	Scenario 2
	EDB
	
	EDC
	
	
	
	
	1

	
	
	
	
	
	
	
	
	

	Scenario 3
	EDB
	
	
	EDC
	
	
	
	1

	
	
	
	
	
	
	
	
	

	Scenario 4
	EDB
	
	
	
	EDC
	
	
	2

	
	
	
	
	
	
	
	
	

	Scenario 5
	
	
	EDB
	
	
	
	EDC
	2




To perform the calculation, the timestamp of the earliest EDB and the latest EDC will be used.

[bookmark: _Toc196480958][bookmark: _Toc196481060][bookmark: _Toc196481388][bookmark: _Toc196481519][bookmark: _Toc198565112][bookmark: _Toc200720927]6.5.1.3	Time for items held at the office of exchange

Time is deducted when items are held at the inward OE (i.e. items with EDA). The EDA event must be provided with the relevant reason and action codes. Reason codes to be used are listed in UPU code list 112, and action codes in UPU code list 113.

There are three scenarios for the use of the EDA event: 
i	No involvement with customs: The time between EDA and EMF is deducted.
ii	Item held before customs processing: The time between EDA and EDC is deducted if EDA, EDB and EDC are present and in chronological order.
iii	Item held after customs processing: Time between EDB and EDC and time between EDA and EMF is deducted if EDB, EDC, EDA and EMF are present and in chronological order.

[bookmark: _Toc196480959][bookmark: _Toc196481061][bookmark: _Toc196481389][bookmark: _Toc196481520][bookmark: _Toc198565113][bookmark: _Toc200720928]6.5.1.4	Time for items held at the delivery office

Time is deducted when items are held at the delivery office (i.e. items with EDF). The EDF event must be provided with the relevant reason and action codes. There are two scenarios for the use of EDF:
i	Items held before going out for physical delivery: The time between EDF and EDG is deducted if both EDF and EDG are present and in chronological order, with no other events in between these events.
ii	Items held for customer pick-up at the delivery office: When EDF is directly followed by a delivery event, the location of the delivery event and the time and date of the EDF event are used to measure delivery performance.

[bookmark: _Toc196465153][bookmark: _Toc196465906][bookmark: _Toc196480960][bookmark: _Toc196481062][bookmark: _Toc196481390][bookmark: _Toc196481521][bookmark: _Toc198565114][bookmark: _Toc200720929]6.5.2	Exclusions

[bookmark: _Toc196480961][bookmark: _Toc196481063][bookmark: _Toc196481391][bookmark: _Toc196481522][bookmark: _Toc198565115][bookmark: _Toc200720930]6.5.2.1	Items with export/import cancellation

Items with EXX (export item cancellation) or EDX (import item cancellation) events will be excluded from the time-in-customs measurement.

[bookmark: _Toc198565116][bookmark: _Toc200720931]6.6	On-time performance calculation

On-time performance is measured by comparing calculated transit/elapsed time against a declared service standard value. If the calculated time is less than or equal to the service standard value, the measure is considered “on-time” (denoted by “1”); otherwise, it is “delayed” (denoted by “0”). On-time items can be counted and expressed as a percentage of the entire measurable volume. For example, if 90 out of 100 measured items are on-time, on-time performance is 90/100 = 90%.


[bookmark: _Toc196465154][bookmark: _Toc196465907][bookmark: _Toc196480962][bookmark: _Toc196481064][bookmark: _Toc196481392][bookmark: _Toc196481523][bookmark: _Toc198565117][bookmark: _Toc200720932]7	Item/event volume measurement and performance ratios

[bookmark: _Toc196465155][bookmark: _Toc196465908][bookmark: _Toc196480963][bookmark: _Toc196481065][bookmark: _Toc196481393][bookmark: _Toc196481524][bookmark: _Toc198565118][bookmark: _Toc200720933]7.1	Item/event volume

The item and event volumes are sometimes used synonymously. However, for the purposes of this measurement methodology, differentiation of the two is important and yields various performance indicators that provide additional information for operational improvement.

[bookmark: _Toc196465156][bookmark: _Toc196465909][bookmark: _Toc196480964][bookmark: _Toc196481066][bookmark: _Toc196481394][bookmark: _Toc196481525][bookmark: _Toc198565119][bookmark: _Toc200720934]7.1.1	Item volume

Item volume is measured by counting unique item IDs at a unique location and/or timestamp. For example:
· unique item IDs at the OE;
· unique item IDs presented to customs before the cut-off time;
· unique item IDs processed at a particular OE before 15.00.

The item volume performance indicator can also be measured between two different locations and/or timestamps. When item volume is measured using location(s) and/or timestamp(s) as a variant, the information obtained can be used to monitor item volume (market) trends, which provides useful insight for purposes such as planning/forecasting and resource allocation. 

The following is an example of the calculation of the item volume indicator: out of a certain volume of items posted in a given origin country in a given period, 450 items had an EMA event, 350 items had an EMC event, 470 items had an EMD event, 400 items had an EMF event and 480 items had a delivery event. This shows that different item volumes are counted/scanned at the different locations at which the respective events are generated. In order to obtain the total number of items (i.e. the item volume) processed between the two countries in the given period, the highest number of items (480 items in this case) gives the starting count of unique item IDs, and the number of other unique item IDs scanned at the other events is added to this figure to obtain the total item volume.

Item volume performance indicators are used mainly for market analysis, trends, accounting and remuneration.

[bookmark: _Toc196465157][bookmark: _Toc196465910][bookmark: _Toc196480965][bookmark: _Toc196481067][bookmark: _Toc196481395][bookmark: _Toc196481526][bookmark: _Toc198565120][bookmark: _Toc200720935]7.1.2	Event volume

Similar to item volume, the event volume is measured by counting unique item events (e.g. EMA, EMD) at a specific timestamp. As EDI events are generally associated with a specific location, the event volume implicitly indicates the location where the event occurred. The event volume is measured by counting, for example:
· the number of instances of a unique item event (e.g. EMD) that occurred before the cut-off time;
· the total number of item events for the entire journey of a specific item ID from EMA to delivery.

The event volume performance indicator can also be measured for two different item IDs and/or timestamps. When event volume is measured using item ID(s) and/or timestamp(s) as a variant, the information obtained can be used to monitor scanning efficiency and to produce trend analyses, providing useful insight for purposes such as upgrading systems and resource allocation. 

The following is an example of the calculation of the event volume indicator: out of a volume of 100 items received at a given OE and processed and delivered to the final destination in a given period, 100 items had an EMD event, 60 items had an EMF event and 80 items had a delivery event. This shows that, for the number of items processed in the given period, the EMD scanning rate is 100% while that for the EMF event is lowest, at 60%. Based on such event volume information, a DO may decide to allocate more resources in order to improve the EMF scanning rate.

[bookmark: _Toc196465158][bookmark: _Toc196465911][bookmark: _Toc196480966][bookmark: _Toc196481068][bookmark: _Toc196481396][bookmark: _Toc196481527][bookmark: _Toc198565121][bookmark: _Toc200720936]7.2	Ratios

A ratio is calculated by dividing one entity by another of the same nature (i.e. item or event), e.g. EMC divided by EMA. For simplicity, the term “divided by” is often replaced with “over” when defining ratios 
(e.g. “EMC divided by EMA” is the same as “EMC over EMA”). Ratios obtained using item volume are not widely used, particularly with regard to quality of service purposes, and therefore will not be discussed in this methodology. 

Ratios obtained from event volume – including combinations of different ratios – can be used as a measure of the quality performance of any given event. This is done by measuring the presence of a given event for all those items for which a second specific event occurred within the reporting period. For example, the ratio EMA over EMC determines the quality of EMA scanning by measuring how many items had an EMA scan out of all the items that had an EMC scan within the reporting period. 

To calculate ratios within Legs 1 and 3, both events must be provided by the same DO. To calculate ratios in Leg 2 , this rule does not apply as ratios are calculated using events provided by different DOs.

[bookmark: _Toc196465159][bookmark: _Toc196465912][bookmark: _Toc196480967][bookmark: _Toc196481069][bookmark: _Toc196481397][bookmark: _Toc196481528][bookmark: _Toc198565122][bookmark: _Toc200720937]7.2.1	Leg 1 ratios

These are ratios calculated using any events from EMA to EMC. Common Leg 1 ratios may include, but are not limited to:
EMA over EMC: determines the quality of EMA scanning performance;
EMC over EMA: determines the quality of EMC scanning performance.
Other ratios (e.g. EXX over EMA) give insight into the item cancellation rate, whereby a high ratio may indicate quality issues that need to be investigated further by analyzing the respective cancellation codes. In some countries where outbound processes require customs intervention, customs ratios (e.g. EXA over EXC/EXB, EXC/EXB over EXA, EXC/EXB over EMA) may be relevant in order to monitor customs intervention and enable necessary operational planning when items are injected into the postal network.

Other Leg 1 ratios can be calculated as and when required.

[bookmark: _Toc196465160][bookmark: _Toc196465913][bookmark: _Toc196480968][bookmark: _Toc196481070][bookmark: _Toc196481398][bookmark: _Toc196481529][bookmark: _Toc198565123][bookmark: _Toc200720938]7.2.2	Leg 2 ratios

These are ratios calculated using any events from EMC to RESCON.[footnoteRef:7] Common Leg 2 ratios may include, but are not limited to: [7:  RESDES or EMD (in chronological order) to be used if RESCON is not available. ] 

EMD over EMC: determines the quality of EMD scanning performance;
EMC over EMD: determines the quality of EMC scanning performance;
EMJ/EMK over EMC: determines the volume of items with scanning in transit countries, if applicable;
RESDES over PREDES: monitoring of receptacle scanning performance;
RESCON over PRECON: monitoring of consignment scanning performance.

In calculating the EMD over EMC ratio, it is important to deduct the following:
Items for which tracking information was returned by a DO other than the DO to which the EMC event was sent, e.g. EMC event is sent from mailbox xx001 to mailbox yy001, but events EMD to EMH/EDH/EMI are sent from mailbox zz001; in this case, the items are classified as having been scanned at different destinations and are excluded from the measurement;
Items for which the DO that sent the EMC event also sent a subsequent EXX event to notify the destination DO that the process for those items has been terminated, e.g. after inspection by border agencies;
Items without the EMD event and in open transit, defined as any of the following:
the EMD event from the receiver of the EMC event to the sender of the EMC event is absent; 
both the EMJ and EMK events are present;
the EMD event is sent by the DO that received the EMC event; 
the EMJ event is sent to the origin DO (the DO that sent the EMC event); 
the EMK event is sent to the origin DO and/or to a third party;
both the EMJ and EMK events are dated on or after the EMC events;
the destination country of both the EMJ and EMK events is different from the item origin country of the EMC event.

The remaining items are then considered in the calculation of the ratio. 

Other Leg 2 ratios can be calculated as and when required.

[bookmark: _Toc196465161][bookmark: _Toc196465914][bookmark: _Toc196480969][bookmark: _Toc196481071][bookmark: _Toc196481399][bookmark: _Toc196481530][bookmark: _Toc198565124][bookmark: _Toc200720939]7.2.3	Leg 3 ratios

These are ratios calculated using any events from RESCON[footnoteRef:8] to delivery. Common Leg 3 ratios may include, but are not limited to: [8:  RESDES or EMD (in chronological order) to be used if RESCON is not available.] 

Delivery over EMD: determines the quality of delivery scanning performance;
EMF over EMD: determines the quality of EMF scanning performance.

Other ratios (e.g. EDX over EMD) give insight into the import item cancellation rate, whereby a high ratio may indicate quality issues that need to be investigated further by analyzing the respective cancellation codes. Customs ratios (e.g. EDC/EME over EDB, EDC/EME over EMD, EDC/EME over EMF) may be relevant in order to monitor customs intervention and enable necessary operational planning when items are received in the destination country.

[bookmark: _Toc196465162][bookmark: _Toc196465915][bookmark: _Toc196480970][bookmark: _Toc196481072][bookmark: _Toc196481400][bookmark: _Toc196481531][bookmark: _Toc198565125][bookmark: _Toc200720940]7.2.4	End-to-end ratios

These are ratios calculated using any events from EMA to delivery. Common E2E ratios may include, but are not limited to:
Delivery over EMA: determines the quality of delivery scanning performance with respect to origin scanning at posting.

Other ratios not covered in Legs 1, 2 and 3 can be calculated as and when required.


[bookmark: _Toc196465163][bookmark: _Toc196465916][bookmark: _Toc196480971][bookmark: _Toc196481073][bookmark: _Toc196481401][bookmark: _Toc196481532][bookmark: _Toc198565126][bookmark: _Toc200720941]8	On-time transmission of data (timeliness)

Timely data transmission to the network is a very important aspect of the measurement. When data is transmitted as soon as it is scanned, it facilitates the calculation and provision of performance indicators, enabling DOs to see their performance in a timely manner and to apply immediate corrective measures if necessary.

The time taken to transmit an event to the network will be measured for all events used for the measurement. The target time is six hours. The timeliness performance indicator will be calculated as a ratio of the total number of items whose particular event was transmitted within six hours of the event timestamp against the total number of items considered for that event. For example, if 98 out of 100 items had their EMA event transmitted within six hours of their event timestamp, the timeliness performance for EMA would be 98%. 

Timeliness can be calculated and reported for various events and/or calculated globally.


[bookmark: _Toc196465164][bookmark: _Toc196465917][bookmark: _Toc196480972][bookmark: _Toc196481074][bookmark: _Toc196481402][bookmark: _Toc196481533][bookmark: _Toc198565127][bookmark: _Toc200720942]9	Item attributes (ITMATT) and compliance

The quality of the data transmitted to the network plays a very important role in quality of service management and improvement. ITMATT messages are used to communicate attribute information about postal items, especially items containing goods. The origin DO collects postal item data and transmits the data in an ITMATT message to the destination DO for purposes such as security and customs clearance. Items lacking relevant information may not be processed and forwarded as quickly as they should, thus affecting quality of service. 

ITMATT reports allow DOs to identify ITMATT data quality issues that occurred during a given reporting period. Common ITMATT reports may include, but are not limited to:
ITMATT quality report: determines the number/percentage of items with errors in the item information fields;
ITMATT vs PREDES: item volume report to monitor ITMATT coverage, i.e. how many items with ITMATT are nested to PREDES.

Compliance calculations serve to verify, for each item, the level of ITMATT quality against the UPU standard. Several compliance performance indicators can be calculated using the different item attributes.


[bookmark: _Toc196465165][bookmark: _Toc196465918][bookmark: _Toc196480973][bookmark: _Toc196481075][bookmark: _Toc196481403][bookmark: _Toc196481534][bookmark: _Toc198565128][bookmark: _Toc200720943]10	Reporting

Reports will be produced for all performance indicators measured, and may be generated in various formats as suitable for the end user. Generally, demand for static reports (e.g. PDF, Excel, CSV) is decreasing, except for specific external uses such as presentations at meetings and publications for stakeholders.

Most reports will be available online and dynamically updated, with the exception of those for fixed reporting periods and at scheduled intervals. The reports will be displayed in dashboards providing trends, graphical analytics, summary outputs, and drill-down capabilities with flexibility in parameter selection for producing different report views at country/DO, regional and global level. Item reports, i.e. flat files, will be made available if required.

To share report output with external stakeholders, provision will be made for reports and/or specific calculated data elements to be accessed via any recent technology that provides a convenient means of sharing the data.

Table 8 provides an example of the “all operators” global report.


-2-




[bookmark: _Toc199321897]Table 8: Example of the “all operators” global report
[image: ]

-2-





[bookmark: _Toc196480974][bookmark: _Toc196481076][bookmark: _Toc196481404][bookmark: _Toc196481535][bookmark: _Toc198565129][bookmark: _Toc200720944][bookmark: _Hlk196467719]11	Quality control and audits

[bookmark: _Toc198565130][bookmark: _Toc200720945]11.1	Quality control

The purpose of quality control is to ensure that all components of the measurement system operate smoothly and according to specifications, and that the results provided are reliable for the various user applications. Quality control is carried out continuously by monitoring specific indicators, to be defined as appropriate.

[bookmark: _Toc198565131][bookmark: _Toc200720946]11.2	Auditing

As a measurement system that has an impact on remuneration, the UPU measurement and standard-setting methodology requires a high degree of transparency and accountability to ensure that the information used in the calculation of performance indicators is correct. Auditing is the method proposed for evaluating whether the system operates in accordance with the defined procedures, rules and principles. Audits are conducted by an external body, preferably an external auditing firm, with a relevant reputation and proven track record.

Audits will be conducted according to an appropriate timeframe as defined by the POC.

The main elements of the measurement methodology to be subject to auditing may include:
–	procedures for collection of data from DOs and usage thereof, especially measurement reference data;
–	calculations;
–	reporting (and distribution, if applicable);
–	archiving;
–	organization.

Other elements to be audited may be added in the future. 

[bookmark: _Toc196480975][bookmark: _Toc196481077][bookmark: _Toc196481405][bookmark: _Toc196481536][bookmark: _Toc198565132][bookmark: _Toc200720947]12	Usage of the UPU measurement and standard-setting methodology

The UPU measurement and standard-setting methodology, and associated performance indicators, will provide information that can be used, inter alia, for service performance monitoring, operations, diagnostics, EDI data compliance and quality of service certification, including supporting DOs in the regions through the integrated quality management methodology (IQMM). In addition, the output data and performance indicators form a foundation suitable for producing reports that can serve not only for remuneration purposes but also as input data for third-party applications, such as UPU statistics, price-performance index calculations and the UPU’s Integrated Index for Postal Development (2IPD).
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	Term
	Definition

	Calculated report
	Reported performance based on specific calculation rules determined by UPU bodies and UPU business rules and regulations

	Confirmation of service standards
	Process to confirm that the service standards submitted by the DO are accepted by the IB 

	Delivery standard
	A definition of a delivery service, with sufficient detail to allow DOs to understand the service offered (standards must be validated by the IB) 

	Elapsed time reports
	A report of the time taken from the start-the-clock event to stop-the-clock event, with no days deleted

	On-time delivery
	An attempted or successful delivery in accordance with a participating DO’s validated delivery standards

	On-time transmission
	Transmission of data related to any event within the agreed number of hours after the event has taken place

	Participating DO
	A DO that is participating in various pay-for-performance schemes and that adheres to the provisions of those schemes

	Service standard
	Published postal service standard

	Tail report
	Report on the cumulative percentage of items delivered within a specified number of days

	Technical revalidation of a standard
	A process to revalidate a standard and update the related performance measurement systems, triggered by the amendment of a published service standard

	Technical validation of a standard
	A process that translates a published serviced standard into a format that measurement systems can use to calculate performance 

	Timely
	Within the agreed time limits (e.g. EMSEVT v3 events need to be provided within a specified number of hours)

	Transmission of sufficient data in event messages
	Transmission of sufficient data in EMA, EMC, EMD, EDA, EDB, EME, EDC, EMF, EMH, EDH, EMI, EDX and other relevant events defined as data points, UPU standard OE codes and delivery office codes, and elements specified in this document and in relevant UPU standards and code lists

	Validated delivery standard
	A delivery standard that is defined so as to allow the measurement of delivery performance using the IB’s model (definition to be confirmed by the IB and accepted by the participating DO)
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