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in brief
Postal network

Statistical blip

 In 2010, as a result of new figures 
provided by China Post, the UPU 
reported a 22 per cent increase in the 
global number of post offices, from 
600,000 in 2009 to 800,000 in 2010. 
 Indeed, in the UPU’s annual sur-
vey, China Post reported and subse-
quently confirmed that it operated 
150,792 post offices in 2010. 
 But in the 2011 survey, the oper-
ator returned to a more modest fig-
ure of 13,400 post offices, prompting 
a request for clarification by the UPU 
International Bureau.
 According to an official of China 
Post Group’s international coopera-
tion department, the 2010 figure for 
the number of post offices in China 

was incorrect. The actual figure should 
have been 12,531 and not 150,792.
 The official apologized for the 
internal mistake, adding that China 
Post confirmed that it was operating
13,400 post offices in 2011.
 This means the global number of 
postal establishments run by the 
world’s Posts in 2011 stands at 
approximately 670,000. RL

Chinese postal worker (China Post)

 

Who’s who at the UPU

Breaking the mold

Name: Sandrine Diffo

Directorate: Postal Technology Centre

Position: Software developer

Nationality: Cameroonian

scanned and checked and adjust any 
problems, she explains.
 “I knew I would be an engineer 
since I was a little girl,” Diffo says. “As 
I could not decide which field of 
 science I should study, I came to com-
puter engineering because those 
were the first [university entrance] 
exams I passed.”
 After completing a bachelor’s 
degree in engineering in her native 
Cameroon, Diffo studied and worked 
in Paris, France. “When I first arrived, 
I missed home a lot. I hated winter, and 
I would get cravings for food that you 
can’t really cook in Europe. But now 
I’m used to it,” she says. 
 She lives in Berne with her hus-
band – her high school sweetheart, 
also a software engineer – and their 
three-year-old daughter. She likes the 
city because it reminds her of home in 
western Cameroon’s mountainous 
region. 
 Being in the minority as a female 
software developer doesn’t faze Diffo 

The software engineer is one of the 
brains behind the QCS software. She 
and her colleagues create web-based 
applications that allow Posts to check 
their performance in transmitting and 
delivering items or financial orders.
 QCS mail, for example, helps  to 
track items, such as parcels, letters and 
EMS, see if they are being correctly 

(Photo: Alexandre Plattet)

– she’s used to it. “I was always in 
classes where there weren’t a lot of 
girls, but that gives women more rea-
son to be better,” she says.  
 “In Cameroon, it surprised some 
people to see a young woman soft-
ware engineer but not when they 
found out I was competent.“ 
 She thrives in the UPU’s interna-
tional setting. “In Africa, people are 
very open and talkative – it’s a lot like 
here [at the International Bureau],” she 
says. “Before I came here, the Post to 
me was writing a letter and dropping 
it in the mailbox. Now I’ve learned 
about the interconnection of the post-
al sector and I find it really fascinating.”
 Besides French and several local 
dialects from Cameroon, Diffo speaks 
fluent English and some German. She 
throws herself into language learning 
with the same enthusiasm she applies 
to her work. “I  learned English because 
I liked it,” she says. “I always found the 
vocabulary very rich.” RP

During the compilation of its 2011 
statistics, the UPU noticed a signifi-
cant discrepancy between the num-
ber of postal establishments being 
reported, compared to 2010.
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Editor’s note
The UPU finds itself at a crossroads whenever a Univer-
sal Postal Congress is on the horizon. There will not only 
be a changing of the guard at the top of the organiza-
tion in October, the future strategy will also be set for 
the next cycle of work. 
 New technologies and people’s attitudes to com-
munication have led to seismic shifts in the way the 
postal sector does business. Reshaping postal services 
and transforming and modernising operations are fun-
damental to the new order. 
 The ability to adapt to market realities, while 
remaining focused on the customer, continues to be an 
existential necessity. The Post as a public-service pro-
vider must constantly have its finger on the pulse of 
what moves the client, be it an individual or a multina-
tional company. 

Gathering forces 
Many operators have risen to the challenge of trans-
forming their businesses to meet the ever-changing 
needs of customers. Others too are slowly heading the 
advice to move with the times. Postal reform can help 
all stakeholders to weather the maelstrom of new 

technologies and rapidly shifting client demands.  
Thanks to the Integrated Postal Reform Development 
Plan, the UPU has come up with concrete means to mod-
ernize the sector on the ground. To date, more than 70 
countries are using this approach, which has borne fruit 
as our cover story reveals.

Raison d’être
In the past work cycle, many projects and initiatives 
geared towards modernising the postal sector have 
been carried under the UPU’s aegis. At the heart of it 
all is the reason why the postal network must be 
strengthened and services modernized. It is the public 
we serve, the billions, who rely on us, the global postal 
community, to ensure their communication needs are 
met reliably and at an affordable cost. 
 At Congress, many important decisions will be tak-
en on what course this sector in upheaval should follow.  
This will be no easy task but the future direction for the 
UPU is in the trusted hands of member countries.  
Faryal Mirza, editor-in-chief, Union Postale magazine

 

 205
designated operators were 
using barcodes on parcels  
at the end of 2011, up from 
167 in 2008.

Hot figures

Consultative Committee

E-commerce association is latest member

The group is the first member special-
izing in e-commerce to join the UPU 
committee, an assembly of postal 
stakeholders that are not public post-
al operators or regulators, but which 
represent the interests of the wider 
postal sector. 
 E-commerce sales are expected 
to pass the trillion-euro mark in 2013. 
“E-commerce and supply chain inte-
gration are key pillars of the world 
postal strategy to be adopted by 192 
member countries at the 25th UPU 
Congress in Doha, Qatar,” said Direc-
tor General Edouard Dayan. “We are 

 

looking forward to a fruitful relation-
ship with IMRG.” 
 And, while cross-border e-com-
merce grows, it’s more important 
than ever that e-retailers and the 
postal sector work hand-in-hand, 
says Aad Weening, head of interna-
tional at IMRG. “Close cooperation 
with postal operators and an impor-
tant organization such as the UPU is 
essential to identify the barriers and 
opportunities of the global market 
and smooth the way for online  
merchants,” said Weening. 
 According to IMRG’s latest 
report, e-commerce sales in 2011 
were estimated at 690 billion EUR 
(961 billion USD). KR 
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Finding the 
right fit

Eight years after the UPU first rolled out a new approach to 
 enable countries to embark on postal reform, how has its 
 Integrated Postal Reform Development Plan brought change in 
the countries it sought to help? 
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Cover story

By  
Faryal Mirza 

Illustration: 
istockphoto.com

At the heart of the UPU’s mandate is access to quality 
postal services for all people at an affordable cost. How-
ever, governments have found it challenging in recent 
times to maintain the universal service for a plethora of 
reasons. One is a lack of defined rules for the sector that 
take into account market conditions and customer needs. 
Opening up access to and ensuring quality of postal ser-
vices require a robust framework for the sector, which is 
where the UPU’s Integrated Postal Reform Development 
Plan (IPDP) offers assistance. 
 Currently, more than 70 countries have their own IPDP. 
While the UPU accompanies the project throughout its 
duration, the countries themselves are in the pilot’s seat. 
The process’s popularity hints that some governments are 
finally taking postal reform seriously. According to a sur-
vey carried out in 2010 of 44 countries participating in the 
IPDP process, 73 per cent said the IPDP had ‘very positive 
effects for the postal sector, especially in terms of the 
awareness raised at high levels of government’. 
 The rationale behind the IPDP is that postal reform 
can help a country meet its obligations under the univer-
sal service. The process aims to guide a country to create 
a vision for its postal sector, while providing the tools to 
help realize that vision on the ground. 

Nuts and bolts
The IPDP specifies four main stages in postal reform. The 
first sets the scene by determining the scope of the uni-
versal postal service. The next covers the national 

government developing a postal-sector policy. The third 
requires a legal restructuring of the postal sector. The 
fourth stage concerns modernising postal services and 
the designated operator. There is a supplementary step, 
which facilitates carrying out priority actions to boost the 
postal sector in the interim, while the other stages run 
their course. 
 For historical reasons, the postal sector has lagged 
behind other sectors offering public services. In certain 
countries, the postal sector was a poor second to the likes 
of telecommunications and electricity. These sectors had 
their own dynamism and often governments were unable 
to see that the postal sector could also be a motor of the 
economy. “The IPDP helps show governments that the 
postal sector can play a fundamental role in growing the 
national economy, especially if the postal sector is helped 
to evolve,” says Rudy Cuadra, the UPU’s postal reform 
coordinator. 
 According to Laurent Boncoungou, UPU regional 
coordinator for Central and West Africa, the IPDP can cre-
ate a win-win situation for actors in the postal sector. 
“The state is then better placed to fulfil its universal ser-
vice obligations, as is the regulator, as far as the applica-
tion of market rules and protecting the universal service 
are concerned. The IPDP ultimately benefits the desig-
nated operator, in its role as the operational guarantor of 
the universal service, and society at large, which can 
access quality services within a well-defined framework,” 
Boncoungou says. 
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sector, providing a logical order for the execution of the 
actions for postal reform,” she adds. 
 Guidance came from the IPDP. “The principles of 
organized and logical postal reform is that reform is not 
only for the designated operator but also for the entire 
postal sector. Integral postal reform includes all postal 
stakeholders, such as governments, ministries, private 
and public operators, customers and legislative bodies,” 
Pérez says. 
 Full support from governments is crucial to enable 
the countries to apply for an IPDP project, as well as ensur-
ing adequate conditions to execute the resulting plan. 
“Experience shows that the reform stages and actions 
demonstrate that it is possible to guarantee the universal 
service and develop social policies with the postal service 
as executor reaching and integrating all people. It is also 
possible to have a postal sector that contributes to eco-
nomic and social development,” states Cuadra from the 
UPU.

Government support
Thanks to the UPU’s trailblazing approach, eight years 
later, governments  of 13 Latin American countries have 
validated reform plans. These nations are at varying 
degrees of advancement. They are Bolivia, Colombia, 
Costa Rica, Cuba, Dominican Republic, Ecuador, Guate-
mala, Nicaragua, Panama, Peru, Paraguay, Uruguay and 
Venezuela. Numerous successes were achieved by them 
during 2005-12, says Cuadra. In Bolivia, the universal ser-
vice was enshrined in its constitution and the postal sec-
tor was part of the national development plan in 2007-11. 

 Younouss Djibrine, new secretary general of the Pan 
African Postal Union, knows the IPDP process intimately 
due to his time as president of an eponymous ad hoc 
group, under the UPU’s Council of Administration’s tech-
nical cooperation and postal reform project group. “Post-
al reform was born from the necessity faced by many UPU 
member countries, especially developing ones, to find 
the ways and means to continue to fulfil their obligations 
under the Union’s Acts towards their citizens,” Younouss 
explains. 
 “These obligations consist of guaranteeing a univer-
sal service of good quality throughout their territory in 
an increasingly liberalized market. In the light of various 
failures in reform matters, conducted in a piecemeal fash-
ion, a global approach emerged: the IPDP,” he adds.

Regional focus
Latin America has focused on postal reform since 2005. 
Fernanda Pérez Pastorini, project head at the Postal Union 
of the Americas, Spain and Portugal (PUASP), reveals the 
reasons behind this. “There were bad postal services, lack 
of regulation and modern postal laws, disorganized mar-
kets, the absence of investments and so on in Latin Amer-
ican countries. The region and the authorities were blind-
ed by the situation,” Pérez explains.
 “In previous years, there were many initiatives in our 
region to modernize the postal operator or to separate 
operations from regulation. This meant that the focus 
was only on part of the solution or problem. It was nec-
essary to bring visibility to the postal sector situation 
and… to develop an integrated project for the postal 

1  Universal postal service

2  Postal sector policy

3  Legal reform

4  Modernization of services and 
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The postal sector was integrated into the national devel-
opment strategy of the Dominican Republic in 2012 and 
Colombia experienced the creation of a postal regulator, 
as did Ecuador. The Nicaraguan government adopted the 
IPDP as a tool to promote sectorial development. 
 In Uruguay, reform in previous years had got off to a 
false start. “In our country, as in many others in the region, 
reform efforts in the past were partial and usually limited 
to a law, which, it was thought, would solve all difficul-
ties. The results of these experiences – known to all – were 
not good,” says Carol Dolinkas, international affairs 
expert at the Uruguayan communications regulator.
 Having an IPDP was a game-changer. “The IPDP was 
fundamental in the reform process of our country and its 
influence was decisive,” says Dolinkas. “It let us build a 
clear diagnosis of the sector in our country, its shortcom-
ings, inconsistencies and also its potential and challen-
ges.”
 Postal reform in this Latin American nation has since 
experienced rapid progress. In 2009, work commenced 
to define the universal service. Within ten months, the 
proposal was submitted to the appropriate authorities, 
forming the basis of a sectorial policy. The latter has 
already been approved by ministers and a postal law is 
currently moving through the legislatives. 
 In Cuba, the government threw its weight behind 
implementing its IPDP. “The IPDP process helped us to 
see more clearly the state of our services, the market and 
the need to modernize the designated postal operator,” 
says Silvia Munárriz Mon, Cuba’s vice-minister of com-
munications and information technology. 

Cover story

 Much progress has been made and Cuba is set to issue 
a draft postal law in December 2012. “The implementation 
of the IPDP, created by the UPU and PUASP, helps develop-
ing countries make significant progress in strengthening 
postal reform, increase quality of service and meet the 
needs of citizens, while making a positive impact on their 
national economies,” says Munárriz.

African region
The concept of the IPDP process has been welcomed in 
certain African countries too.“I observed in many African 
countries that, after our discussions, there was a real inter-
est in implementing the IPDP. There is a significant need 
for accompaniment throughout the whole process, includ-
ing carrying out research, finding finance and raising 
awareness of the principal actors,” Younouss explains as 
a former regional expert accompanying the IPDP process. 
 However, a number of uphill challenges exist. Some 
countries lack both funding and on-the-ground expertise 
to truly launch the process. “Globally speaking, imple-
menting an IPDP also requires significant financial resour-
ces, which are not always easy to find,” says Younouss.  
 Another major challenge is persuading governments 
to step up to the mark. “Aside from the fact that they 
believe they have other more pressing priorities, such as 
health, education, clean drinking water, roads and so on, 
their disinterest in the postal sector can be explained by 
the lack of awareness of the sector’s importance to socio-
economic development,” Younouss states. 
 Boncoungou, the UPU regional coordinator, reveals 
there are certain misconceptions surrounding postal 
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“The IPDP process helped 
us to see more clearly the 

state of our services, the 
market and the need to 

modernize the designated 
postal operator.”

Silvia Munárriz Mon, Cuban vice-minister of  
communications &  information technology

3/2012 Union Postale · 9



reform in Africa. “Common mistakes include considering 
postal reform as an individual not a collective process, 
confusing it with reforming postal regulation, seeing 
postal reform as the domain of the designated operator 
and viewing reform in a vacuum without taking into 
account the national business and economic environ-
ment,” he says. 

Postal regulation
Meanwhile, work is underway at the UPU to survey the 
postal regulation landscape. Postal Economist Marie-
Odile Pilley’s research will provide the first global snap-
shot with a focus on developing countries. One part of 
this gargantuan task – the chapter on Africa – has been 
completed, enabling Pilley to share some of the conclu-
sions. “In Africa, two initial tendencies can be seen: first 
to regulate the new postal operators – express and cou-
rier – and then to apply a standard regulatory model, close 
to the one developed in the European single market,” 
Pilley says. 
 “The European Union reached a compromise that 
guided the formation of the single postal market in 
Europe, which aimed at guaranteeing the sustainability 
of the letter and parcel universal service, while gradually 
opening the market to competition,” she explains. 

 One conclusion is that the adage ‘know thy market’ 
is one governments are advised to heed. “Regulation 
must be tailor-made for each national market and cannot 
be one-size-fits-all,” Pilley says. “Keys to success are clar-
ity in governance, transparency, enforceability and scal-
ability.” 
 “In Africa, the part-liberalization approach to the 
market has functioned only where the model has been 
adapted to local conditions, given adequate resources, 
integrated into development policies, advocated to and 
fully supported by governments and other stakeholders, 
including through investment in capacity building, and 
owned by those involved,” she adds. 
 There is also a large question mark hanging over the 
benefits of total liberalization. Argentina’s case provides 
an interesting insight on this theme (see interview with 
the Argentine regulator on page 11).  
 Pilley sounds a note of caution. “If introduced too 
early, liberalization is destructive and competition finds its 
limits once traffic volumes become insufficient and econ-
omies of scale and scope are insignificant,” she says. FM
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Union Postale: The Argentine 
 government decided in the 1990s 
to abolish the postal monopoly, 
 deregulate postal activities and 
grant a concession for the running 
of the official postal service. What 
was the main lesson learnt from 
this period?
Alfredo Pérez: The first lesson to 
emerge was that, before any deci-
sion is taken, the [market] reality 
should be understood and objec-
tives for the postal sector defined 
as public policy. Failure to do so will 
lead to bad decisions, which are 
sometimes unsuccessful copies of 
measures introduced in other ser-
vice sectors.

When the government regained 
control over the designated opera-
tor in 2004, why did the latter not 
resume a monopolistic position?
Are there really any monopolistic 

services in postal activities today? 
Is it not the economic reality in 
many countries that de jure mo-
nopolies co-exist with de facto 
competition from private enterpris-
es? Is it not more realistic to accept 
this fact and bring order by means 
of an appropriate regulatory func-
tion?
 In Argentina’s case, a  private 
postal sector was legally recognized 
even before the abolition of the 
monopoly in 1993. As these busi-
nesses were recognized in law by 
the state, it was both legally and 
 economically unfeasible 10 years 
later to abolish them because of a 
general decision to reintroduce the 
state monopoly. 
 However, in 2003, the climate 
of deregulation of private activities 
was no longer sustainable. There 
was an urgent need for the state, 
via the regulator, to return to its 
role of bringing order to the mar-
ket and to take a firm hand, partic-
ularly with regard to public deci-
sions on private service providers 
entering and leaving the market. 
Also, the permitted scope of each 
private operator’s services needed 
to be defined in concrete terms. 
 The idea today is to create an 
environment of genuine and app-
ropriate competition for the public 
operator, rather than to reintro-

duce a monopoly through regula-
tions that cannot subsequently be 
adhered to in practice. 

In 1984, the designated operator 
held a 99 per-cent market share. 
Why did this fall to a historic low of 
33.47 per cent in 2003?
What do we understand by the 
terms ‘postal market’ and ‘market 
share’? A certain public operator 
may be said to hold 30, 50 or 70 
per cent of the  market, but do we 
know who holds the remaining 
share? 
 It is important to understand 
that the public operator is not the 
only one to provide postal services. 

Regulator demystifies   
Argentine market

Alfredo Pérez, postal services 
manager

In focus

 

 142 
countries (including  
13 territories) had a postcode 
system at the end of 2011.

Hot figures

In 20 years, Argentina dismantled the postal monopoly, deregulated postal 
services and enabled a private enterprise to offer official postal services. 
 The government then re-took control of the sector, buying back the 
 designated operator.  Alfredo Pérez of the Argentine National Commission 
for Communications explains why.
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In fact, a large number of organiza-
tions compete, de facto or de jure, 
to provide the public operator’s 
services both domestically and in-
ternationally. There is a corporate 
demand for services that are not 
the exclusive domain of the public 
postal operator, even when this op-
erator considers itself a monopoly. 
 The state should take these 
facts into account when fulfilling 
its role, which is to register the ac-
tual postal market first. Only then 
will it be possible to obtain a far 
more realistic view of the public 
operator’s real share.
 In Argentina’s case, the situa-
tion in 1984 cannot be compared 
with the explosion in corporate de-
mand for services seen in subse-
quent years. This new demand led 
to the introduction at that time of 
a regulation, allowing the public 
operator to grant private operators 
permits to provide services, which 
it was itself unable to meet.
 The function of regulating 
postal activities should include ob-
taining accurate data on the true 
size of the market in which the 
public operator is competing. In 
 Argentina, annual statistical reports 
are a management tool for evaluat-
ing the size and composition of the 

entire postal market and the public 
operator’s real market share.
 Our reports show that the dras-
tic decision to abolish the monopoly 
in 1993 exacerbated the loss of mar-
ket share suffered by the official 
postal service. However, the latter 
began to make good these losses 
from 2004 when the Post’s conces-
sion was rescinded and control was 
once more in the hands of the 
 regulator.

Why was it necessary to establish 
an independent regulator?
Until 1992, the public operator had 
acted both as service provider and 
postal regulator, granting permits 
to private-service providers. 
 This dual function hampered 
the operator’s ability to develop 
and meet new service demands. It 
was, therefore, decided to give the 
Post a more appropriate status for 
operating a business and so, it be-
came a public limited company. The 
regulatory role was assigned to a 
separate public body, the Comisión 
Nacional de Correos y Telégrafos – 
National Commission for Postal and 
Telegraphy Services (CNCT). 
 The CNCT was given extensive 
powers but these were systemati-
cally curtailed in subsequent years. 

How has the regulator evolved 
since it was established?
In 1996, the CNCT merged with 
the telecommunications regulator 
to form the current body, the 
 Comisión Nacional de Comunica-
ciones or National Commission for 
Communications (CNC). 
 It was a takeover rather than a 
merger, since the powers relating 
to postal matters were concentrat-
ed in a management body, the pre-
sent Gerencia de Servicios Postales, 
to which few resources were allo-
cated. 
 This situation coincided with 
the process of putting the official 
postal service out to tender and 
then awarding the concession to a 
private company in 1997. This year 
marked the beginning of a minimal 
state presence in the postal sector.
 The years that followed were 
marked by conflicts with the private 
licensee of the official postal ser-
vice. Effective control of the pri-
vate, registered and illegal postal 
sectors became impossible.
 A reversal of this situation 
started in 2003 and decisions 
adopted by the CNC from 2004  
onwards addressed the lack of an 
eff ective presence. 
 General regulatory decisions 
now remain to be made to com-
plete the process of consolidating 
the state’s presence in the sector as 
a regulator of postal activities. 

How does the regulator supervise a 
market with a significant number of 
private players?
The decision to rescind the Post’s 
concession in 2003 launched a new 
phase where the state was no longer 
acting as a spectator of the sector. 
 In the following years, the CNC 
established effective new proce-
dures to put the Argentine postal 
market into order to create a much 
more appropriate competitive envi-
ronment for the designated opera-
tor. During this process, a section of 
the private postal sector expressed 
discontent with the unfair competi-
tion it was facing from other private 

Part of the official network (Photo: Correo Argentino)
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operators that were new entrants to 
the market.
 The key to the regulatory pro-
cess, which started in 2004–5, was 
the introduction of registered em-
ployment. One of the findings from 
the previous period was that mar-
ket competitiveness, in terms of the 
lowest corporate prices, had been 
achieved solely by using undeclared 
or casual staff or employees with-
out proper contracts to provide 
 services.
 Committing to registered em-
p loyment in terms of quality and 
quantity proved an essential  
requirement for entering and  
remaining in the postal market. Con-
sequently, many private enterprises 
had to leave the registered market.
 The new model adopted from 
2004 has led to a new vision for 
the postal sector in Argentina. 
From 2005 onwards, the  
number of private operators fell, 
but the number of jobs generated 
by the sector rose. In 2005, there 
were 246 firms and 15,740 jobs, 
compared with 116 firms and 
20,779 jobs in 2009. 
 Today, the sector constitutes a 
social  asset, comprising almost 
40,000 registered jobs. These fig-
ures clearly ill ustrate the success of 
the policy. 

How does the regulator ensure   
that the existence of a number of 

private operators does not go 
against the interests of the public?
Registering all postal activity not 
only enables the real postal market 
to be identified but also shows 
where the real competition lies.
 According to our reports, real 
competition stemming from the 
opening up of the market is found 
mainly in the most densely populat-
ed areas of the country (major 
towns and cities and surrounding 
areas) and the most profitable ser-
vices (corporate services, bulk mail-
ings from corporations, such as 
banks, service companies and so 
on).
 The deregulation that began in 
1993 mainly benefited large busi-
ness customers of the postal sec-
tor. One of the assumptions under-
lying the abolition of the monopoly 
at that time was that it would lead 
to a reduction in these companies’ 
costs.
 However, our annual records 
show that this lowering of costs 
was at the expense of stability in 
postal employment, decreasing the 
designated operator’s market share.
  A significant challenge is not 
only to eradicate unregistered post-
al activity but also to instil in those 
large customers a sense of respon-
sibility, especially when they pro-
pose strategies to replace physical 
mail with electronic mail in the 
name of modernization. 

 Another major challenge is to 
create an environment in which the 
sector, and the public operator in 
particular, can be a tool for social 
inclusion, giving the whole of soci-
ety access to new technologies, 
culture, health and identity, all on 
the basis of achieving final mile or 
door-to-door delivery. 

What challenges does the desig-
nated operator face to maintain a 
universal service?
This is the biggest challenge we 
face. I believe the basic universal 
postal service model defined in 
1993 is now obsolete and needs to 
be reviewed. 

“Decisions taken by  
the state should be based 
on the most  detailed 
knowledge possible of 
the postal market.”

 

  160
designated operators were 
exchanging data at item  
level at the end of 2011.

Hot figures
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 However, this review should be 
based on the formulation of a pub-
lic policy defining the expected role 
of a public postal operator for this 
millennium.
 Notwithstanding their role in 
interpersonal communication, tra-
ditional postal services are being 
supplanted by new technology, a 
fact we have to accept. 
 On the other hand, it is also 
true that the delivery of physical 
objects and the nationwide door-
to-door delivery and collection  
network reaching every inhabitant 
are powerful tools for the imple-
mentation of inclusive public  
policies.
 
This situation calls for the tradition-
al universal service concept to be 
reviewed, brought up to date and 
linked directly to national develop-
ment. It should be a real means of 
access to education, culture, identi-
ty, new technologies and health for 
the whole population, particularly 
the most disadvantaged and those 
living in the remotest areas.
 The universal service vision 
should be based on openness and 
full access as a vehicle for public 
policies that include the whole 
population. 

Can some of these challenges  
be addressed by more state inter-
vention?
Although it is unacceptable for the 
state to be totally absent or inac-
tive, this does not mean that it is 
omnipresent. We are trying to de-
fine the state’s role as the principal 
regulator of postal activity. 
 Although the general regula-
tions and laws are important, the 
day-to-day task of the postal regu-
lator is absolutely essential to en-
sure order and bring about a trans-
formation of the sector. 

What services do the private opera-
tors offer and are they popular 
with the Argentine public?
The conversion of the official post-
al service to a public limited com-

pany and the separation of the reg-
ulator’s roles enabled the Post to 
compete effectively in areas of cor-
porate demand that it could not 
previously meet.
 The official postal service is the 
only postal operator that is, by its 
very nature, fully qualified to oper-
ate in every service. Private opera-
tors can only offer the services the 
CNC authorizes them to provide. 
 As regards corporate demand 
for services, the contracting deci-
sion is taken within the guidelines 
for selection processes, such as 
unit price and quality. It cannot be 
said that there is an a priori prefer-
ence for the private operators’ ser-
vices. The regulator can intervene 
in these processes to ensure that 
they conform to the basic principles 
of competition in the sector, i.e. to 
operate with state authorization 
and register employment.
 In the case of services to the 
general public, which is classified 
as ‘occasional demand’, the official 
postal service continues to be the 
dominant operator. 

What is the short to medium-term 
prognosis for the postal market?
As a service sector, the postal sec-
tor is not immune to conditions in 
the wider domestic and interna-
tional economies. 
 Next year, the basic deregula-
tory measure, Decree No. 1187/93, 
will have been in existence for 20 
years, so it would be timely to re-
view it. This will enable public poli-
cy objectives for the sector to be 
defined for the coming decades.
 Meanwhile, on a day-to-day 
basis, the regulator should contin-
ue to exercise appropriate control 
over postal activities, particularly 
those that are unregistered.

What other lessons can countries 
learn from Argentina’s case?
In today’s world, ‘postal market ac-
tivities’ is a broader concept than 
‘mail services’. Not only is there a 
corporate demand for bulk  services 
but occasional service- users too are 

demanding new  services, offering 
added value and non-traditional 
methods.
 Decisions taken by the state 
should be based on the most de-
tailed knowledge possible of the 
postal market. The better the infor-
mation available, the better the 
policy decisions will be.
 Public policy objectives for the 
sector need to be defined in 
 advance. They should include a
thorough review of the universal 
postal service and the role of the 
state as regulator, and all sector 
stakeholders, taking into account 
national characteristics.
 There are no magic formulas or 
ready-made remedies. Any decision 
taken without an overall vision for 
the sector will either end in failure 
or create worse problems.
 The postal sector as a whole 
can, and should, be consolidated to 
form a social asset for the country. 
As such, it can be a tool for imple-
menting public policy, opening up 
effective access to rights for the 
whole population and generating 
genuine, inclusive employment. FM

 

 121 
countries have signed up  
to the UPU Postal Payment 
Services Agreement.

Hot figures

In focus

14  ·  Union Postale 3/2012



Greek boy wins gold 
with Federer letter

Marios Chatzidimou, 14, won the judges over with his 
eloquent letter to Swiss tennis player, Roger Federer.

Marios Chatzidimou’s pen is mightier than his racket

By Kayla 
Redstone

In time for the London 2012 Olympics, participants in the 
UPU’s 41st International Letter-Writing Competition for 
Young People were asked to write a letter to an athlete or 
sports personality, explaining what the Games mean to them.
 Chatzidimou captured the jury with his creative and inti-
mate style. “The composition is original, very personal and 
stylistically creative. The modern and historic Olympic values 
come out very strongly,” it said.
 Chatzidimou says he was already honoured to win first 
place in the Hellenic Post competition but hearing he won the 
international competition was the cherry on top.

 “Becoming the national winner was something I had 
never expected, it was like a dream… but the happiness I felt 
when I won the international competition was by far great-
er,” he said.
 The gold-medal winner chose to write to the tennis 
champion because he took up the sport after watching 
Federer play on television. The third of five boys, he is the 
only one among his brothers who plays tennis. When he’s 
not playing tennis, Chatzidimou also enjoys writing short 
stories for children. 
 Chatzidimou will join UPU delegates and member 
countries at the 25th Universal Postal Congress in Doha, 
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The international jury was composed of Elizabeth 
Longworth, deputy assistant director-general for 
social and human sciences, and director of the divi-
sion of ethics and global change at UNESCO in Par-
is, France, Jean Durry, writer and historian special-
izing in sports and the Olympics, Norbert Müller, 
professor at the Institute for Sports Science in 
Mainz, Germany, and Juliana Nel, director of cabi-
net and communication at the UPU International 
Bureau. Longworth, Durry and Müller are also 
members of the International Olympic Committee’s 
commission for culture and Olympic education.

Qatar, to participate in a special ceremony on October 9, 
World Post Day.

Other winners
Kenya’s Valentine Chimba, 15, took home the silver medal 
with her letter to Kenyan runner, David Rudisha. “A par-
ticularly well written composition displaying a lot of authen-
ticity. The letter canvasses the value of social tolerance and 
the Olympic themes flow beautifully through a young per-
son’s eyes,” the jury said about Chimba’s piece. 
 The high school student loves to write. When Chimba, 
the youngest of three children, heard about the cash prizes 
offered by Posta Kenya for winners in the first step of the 
competition, she decided to use her talent to win money to 
help her parents pay her school fees. She will receive 50,000 
KES (582 USD) from the Post. She says winning the interna-
tional competition was an added bonus.

 Aliona Kuchanskaya, 15, from Ukraine, and Chelsea 
Gabriella Ellise Mangaroo, 11, from Trinidad and Tobago, 
tied for bronze. After studying the biographies of sports-
men on the internet, Kuchanskaya stumbled upon the sto-
ry of Ukrainian Paralympic skier and biathlete, Elena Yurk-
ovskaya.  The jury was impressed by her appreciation of the 
athlete’s determination to become a five-time Paralympic 
champion, despite having both feet amputated. “A 
remarkably moving and well written composition. This 
troubling letter manages to show how the efforts of hand-
icapped athletes come through in the Olympic values,” the 
jury remarked.
 In a letter to Hasely Crawford, the first Trinidadian to 
become an Olympic gold medalist, Mangaroo explains the 
spirit of pride in participation that she loves about the Olym-
pics. “At only 11 years of age, the author writes beauti-
fully and her style is sincere. She manages to describe with 
much clarity the real and underlying Olympic values,” the 
jury said.

Honourable mentions
The jury also awarded special mentions to the composi-
tions from Russia (Anastasiya Tolcheva), Brazil (Joyce Lima 
Moreno), Indonesia (Christ Soselisa), Benin (Auriane Hillar-
ie Hountogan) and Montenegro (Bojan Savovic). 
 The gold, silver and bronze winners will receive med-
als, a certificate for participating, comments and appraisals 
from the jury and a goody-bag from the UPU. The Interna-
tional Olympic Committee will also award its own prizes to 
the four winners. Honourable mentions will receive a cer-
tificate for participating.
 More than one million young people from 55 countries 
participated in the competition. In sync with the Interna-
tional Decade for Action “Water for Life” 2005–2015, the 
2013 competition asks young people to write a letter 
explaining why water is precious. KR

Kayla Redstone is currently an intern with the UPU  
Communications Programme.

Federer in action (Photo: gettyimages.com)

Jury members
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41th UPU International Letter-writing  Competition for Young People (2012)

Giannitsa, 25 January 2012
Mr Roger Federer
Tennis Sport Club of Basel
Switzerland

Dear Roger Federer,
My name is Marios, one of your thousands of fans. A small , insignificant Marios compared to 
one giant of sports. The reason I am writ ing is to thank you for making me love sports and tennis! I have 
been following your matches and your efforts in tennis courts for years. I applaud your victories and admire your 
persistence when t imes get rough. 
 Seeing you on the winner’s stand in the Olympic games of Beijing was the ‘service’ of my entry in the sport. I 
grabbed my brother’s abandoned racket and decisively entered the court, ready to win. Then, I realized how different 
it is to watch the racket in Federer’s hands rather than to try and swing it in your own. I struggled, sweated, hearing my 
trainer’s shouts but I did not give up. Your picture on the winner’s stand kept me going… Going on and dreaming… 
 One day, as I hit the ball , with it flew my imaginat ion, far, far away in t ime and space. I dreamt that I saw myself 
standing in Ancient Olympia, the great sports celebrat ion, the first Olympic games in 776 BC… Wars stop because 
sports unify and concil iate people, or so it happened at the t ime! Young people from all over the land, arriving, upstand-
ing in body and soul, to take part in a ‘proper contest’, in a “Ʃǐ�ĮǃǓǋǀǄİıǆĮǇ�– fair play”. What wonderful words, what a 
magnificent atmosphere!
 I pictured you there as well. My historical knowledge disallows it but my imaginat ion places you there. To compete 
and wear the wild olive tree’s wreath. To sweat on ancient Olympia’s earth and be celebrated with Diagoras of Rhodes, 
Polidamas, Theagenis… 
 Yes, I am proud that my country, Greece, laid the foundat ion of modern sports. Athlet ic spirit was init iated and 
formed through ancient athlet ic games. The Olympic flame, made bril l iant by the Greek civil izat ion’s values, il luminated 
the whole world. The fight ing spirit, noble competit ion, self-control and cooperat ion through sports enriched man’s at t i-
tude towards life…
… You were standing there, wearing the wreath, radiat ing victory’s joy, when I humbly approached, touched your hand, 
stared in your eyes and asked: “How do you feel, Roger? What does all this mean to you?”
“Listen, Young One,” you answered with a crystal voice that st il l rings in my ears. “‘ To compete’ means ‘to win’, and keep 
that in mind. Part icipat ion, entering the contest, is already a great victory, regardless of the trophy. A victory against 
fears, insecurity and difficult ies, of yourself against your own vanity and selfishness. A victory against self-transcend-
ence. And one more thing: ‘To win’ means also ‘to love’. To love my opponent, who gave me the opportunity to contest, 
my trainer, who taught me how to play and win, the people that supported my efforts to come first, God that gives me 
the strength to fight and be the victor!”
 “Out! Marios, now, concentrate on the game!” It was my trainer’s voice that took me suddenly out of my day-
dreaming. However, that day it was impossible for me to concentrate on any game. I wanted to narrate what I had im-
agined, of the first Olympic Games. All of us, my trainer and fellow tennis-players felt reborn through the spirit of 
Olympic Games. We talked about the famous “fair play”, which modern people can define so readily but when they come 
to apply it, they find it so difficult ! Aiming exclusively for the championship, they go into the dirty and dangerous use of 
anabolic steroids, sacrificing their body and soul’s purity on the altar of momentary glory. Ruin of the athlete and libel of 
sports are the only outcomes of such acts. But for me, the first Olympic Games mean neither anabolic steroids nor 
championship, nor financial benefits, economic crisis nor hate. They do mean the joy of part icipat ing, “fair play”, friend-
ship, peace and I hope this meaning wil l apply to this year’s Olympic Games.
 I stop my chat ter that might have t ired you and I wish you with all my heart, throughout your whole life to com-
pete, win and love, exactly as you taught me. Thank you once again and I will be wait ing, where we first met ; in ancient 
Olympia, Greece, home of civil izat ion and sport. In my beaut iful and beloved country, which, regardless of the difficul-
t ies and troubles that it goes through these t imes, “it has no fear” because “on its mast is the watchman, everlast ing, the 
Sun”!

With love and admirat ion,
Marios A. Chatzidimou
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UPU maps sector’s 
globalization

New research sheds an interesting light on  
international mail flows. 

By José Ansón
Thomas Friedman, in his book, The World Is Flat (2006), 
suggests that differences between countries are disap-
pearing as a result of globalization and that the world is 
becoming increasingly homogenous at the political, eco-
nomic and social levels. Conversely, Pankaj Ghemawat in 
World 3.0 from 2011 claims that today’s world is not as 
flat as all that, emphasizing how international borders, 
distances and persistent differences between countries 
affect international trade. 
 So, how flat is the postal world, if at all? According 
to models developed by the UPU, postal exchanges 
between two countries are inversely proportional to the 
distance between them. Let’s consider a few numbers: 
the volume of mail exchanged between two countries 
can increase by up to 30 per cent if they share a common 
language, 25 per cent if they share a common border, 16 
per cent if they are members of the same trade block, 35 
per cent if they use the same currency and 80 per cent if 
they have ever had a colonial link. 
 Moreover, at the economic level, distance has a less-
er impact on international letter-post and information 
exchanges than it does on exchange of goods. A 10 per-
cent increase in the distance between two countries 
results in a nine per-cent drop, on average, in the volume 
of goods and merchandise exchanged between those 
countries and a five per-cent drop in the volume of letter 
post exchanged between them. Distance, therefore, is a 
factor in postal communication, albeit to a far lesser 
extent where segments offer better quality of service and 
tracking facilities, such as registered mail, or shorter deliv-
ery times, such as express mail.

BRICisation
Research by Nayan Chanda suggests that globalization is 
a slow-moving phenomenon, and the UPU’s research 
shows that postal globalization is no exception. The sec-
tor’s globalization goes back to 1874, when the single 
postal territory for UPU member countries was created. 
It is an on-going process and imbalances can be seen 
between countries. For each 20g letter sent from South 
America to North Africa, 30kg of mail are exchanged 
between Asian-Pacific countries and 252kg between the 
countries of western Europe. This shows the importance 
of intra-regional postal exchan ges. Approximately two-
thirds of international letter-post exchanges are current-
ly between industrialized countries, and this has been the 
case for the past decade. 
 There has, however, been a shift in the balance of 
international postal traffic within the so-called BRIC (Bra-
zil, Russia, India and China) group of countries, which 
have seen their international mail volumes increase over 
the last 10 to 30 years. This was, among other factors, a 
result of the postal traffic generated by the recent growth 
of e-commerce. What we are seeing is not so much a 
global readjustment, driven by economic and financial 
globalization, as the ‘BRICisation’ of international postal 
exchanges.
 Are other sectors benefiting from globalization more 
than the postal sector? Certain inter-sectoral comparisons 
in dicate that caution should be exercized before suggest-
ing that the postal sector is lagging behind. International 
postal exchanges may represent less than two per cent of 
postal exchanges worldwide, but the telecommunications 
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sector is hardly faring any better. According to data gath-
ered by Ghemawat, only two per cent of telephone com-
munication and less than 18 per cent of internet traffic 
are international. The postal sector is, therefore, not the 
only sector that needs to remove barriers hampering its 
globalization. 

Remuneration
If the postal sector is to be globalized at the same rate as 
the world economy, standardizing postal governance in 
industrialized and developing countries, under the aegis 
of the UPU, is one of the major challenges facing the inter-
national postal community. Developing countries could 
see their inbound and outbound international letter-post 
volumes more than double if certain distortions associ-
ated with remuneration, linked to access to destination 
operators’ networks, were eliminated, and, if appropri-
ate, quality incentives were introduced. 
 A staggering one billion USD could be generated 
annually in additional postal revenues, but investment is 
urgently needed if such figures are to be realized. The 
postal sector has already shown that it recognizes the 
importance of quality of service in developing interna-
tional postal exchanges. To that end, UPU member coun-
tries agreed to set up and finance the UPU’s Quality of 
Service Fund, which enables developing countries to 

apply for funding to modernize their international letter-
post activities.

There yet?
In this age of synchronized communication, the postal 
sector does not appear to be quite in sync with the glob-
al economy. Until the onset of the recent economic and 
financial crisis, the indicator for the globalization of econ-
omies showed an increase in the share of goods and ser-
vice exports in the global gross domestic product. This 
was the opposite of what was generally happening in 
domestic and international postal exchanges. However, 
international postal exchanges rebounded quickly at the 
first signs of recovery from the crisis. 
 In the short term, international postal exchanges are 
closely correlated with international trade. In October 
2011, UPU indicators on the evolution of international 
postal items revealed a better-than-anticipated global 
macroeconomic situation, but to a more uncertain glob-
al economic situation from mid-2012 (see graph). In con-
clusion, while postal exchanges have not yet become 
fully globalized, they, nevertheless, allow us to take the 
pulse of the world economy. JA

José Ansón is a postal economist working for the UPU. 
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As director general for eight years, France’s Edouard Dayan has 
taken the UPU through uncharted waters and consolidated the 
organization’s position as the premier partner accompanying 
the postal sector.

The interview

Looking 
back over 
and over
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By Marc 
Wolfensberger 

Photos: 
Manu Friederich

Union Postale: How has the UPU 
changed during your two terms of 
office?
Edouard Dayan: It has changed 
considerably. We had to anticipate 
changes in our environment be-
cause the postal sector does not 
function as an island. The interna-
tional environment is shifting pro-
foundly with the rise of  information 
technology, globalization of mar-
kets and exchanges and other phe-
nomena, such as migration. All 
these factors and elements have 
deeply altered the sector and the 
role of the UPU.

What was the greatest challenge 
you faced in the past eight years?

Keeping the organization rooted in 
the modern world, rendering it 
more flexible in the face of change, 
to reinvent itself, as well as ena-
bling it to respond to the most de-
manding needs of the sector. This 
was followed by the introduction 
of methods and tools that could 
help all countries achieve the high-
est standards one step at a time.
 I was driven personally to pre-
vent the gulf between industrial-
ized countries and developing ones 
from widening. At the UPU, our 
projects are shaped by the needs of 
the most advanced countries. We 
consider the needs of the most 
 developed; then we adapt our 
 cooperation policies to help less 

advanced, developing countries 
 attain the highest levels. This is 
how we fulfil our mission as an 
 intergovernmental organization 
belonging to the United Nations 
family.

How important is the regional 
 approach to achieving these goals?
Regionalization is a political and 
economic reality. Groups of coun-
tries have already organized their 
economies on a regional basis and 
these regional organizations form 
the foundation for a political 
framework. It is essential for the 
UPU to take this framework into 
consideration in its activities.
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And has this process been a 
 success?
Yes, without a doubt. Since the 
 approach was launched as a pilot 
project in Africa in 2006, working 
at the regional level has become 
the cornerstone of the UPU’s strat-
egy. Its success was demonstrated 
at the Geneva Congress in 2008, 
which defined the regional frame-
work as a reference for implement-
ing the UPU’s strategy.
 The regional approach is an 
 essential way of working as it pro-
vides a framework for stimulating 
growth and innovation. You no 
longer arrive in a country like a 
preacher on a mission to spread 
the good word. Instead, your role 
is to encourage, while providing 
tools, solutions and methods.

In concrete terms, how does this 
work?
 It is like being at school when 
the child at the next desk does bet-
ter than you. This can spur you on 
to do well too. This is how our 
framework of stimuli for countries 
works, encouraging them gently 
into motion. 
 We have also introduced cer-
tain tools to help countries 
 modernize their postal services and 
improve quality of service. Today, 
an item sent by post is not like a 
message in a bottle, thrown into 
the sea. It is very satisfying to see 
that nearly all Posts can now moni-
tor mail items from end to end. To 
improve monitoring further, we are 
also fostering better relations with 
Customs and aviation authorities. 
 We have developed independ-
ent ways of assessing performance 
because a functioning system of 
measurement is a prerequisite for 
effective action. In 2011 alone, 30 
new countries joined the Global 
Monitoring System (GMS). The 
 results have been encouraging:   
70 per cent of Posts using GMS 
have seen improvements in their 
national quality of service, which 

will definitely impact the quality of 
international mail.
 The UPU is also training over 
7,000 postal employees in more 
than 40 programmes in four lan-
guages on the e-learning platform, 
TrainPost. Thanks to these distance 
courses, people can be reached no 
matter where they are.

The UPU has extended its coopera-
tion with other international organ-
izations significantly, such as the 
World Trade Organization, the 
 International Fund for Agricultural 
Development, International Civil 

Aviation Authority and UN Environ-
mental Programme. Why was it 
 important to strengthen such ties? 
The UPU must not be isolated from 
global realities. Operating effec-
tively at the international level 
 requires organizations to pool their 
efforts and resources and we have 
to make international issues an 
 integral part of our thinking and 
activities.
 An international order, where 
all intergovernmental organizations 
come together, is vitally important. 
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The interview

There would be no point in pursu-
ing a strategy focused solely on 
ourselves, as though the UPU exist-
ed in a vacuum. Our work must 
move from the global to the local 
and vice-versa, and partnerships 
must be developed to achieve this. 
This has been at the heart of my 
strategy since I took office in 2005 
and has helped produce the results 
we see today.

Is customer trust in national Posts 
dwindling or increasing?
Trust is something that must be 
built daily. The recent financial cri-
sis – admittedly a crisis without 
precedent – has been a revelation 
for the postal sector. It gave us an 
opportunity to measure the trust 
people had in Posts. We  discovered 
that, in some countries, where Posts 
provide financial services, there was 
a considerable rise in deposits. This 
was due to people being so worried 
about their money being safe that 
they removed it from banks and 
placed it in postal accounts. It is a 
fact that speaks for itself.

What could be the main objectives 
for the UPU in the future?
One is to facilitate international 

trade, above all helping small and 
medium-sized businesses. The oth-
er is to deal with issues concerning 
migrant workers, in particular by 
working towards financial inclu-
sion. 

What does the future hold for the 
UPU’s budget?
A small number of countries cur-
rently contribute a large proportion 
of the organization’s budget – five 
industrialized countries finance  
30 per cent of the budget. In times 
of financial crisis, it would be un-
reasonable to ask these countries 
to contribute more. This is why the 
future lies in strengthening the 
UPU’s role as a service provider to 
operators, while maintaining the 
single, intergovernmental character 
of the organization, and promoting 
partnerships with international 
funding bodies.

Any advice for your successor? 
Whoever is elected should keep 
member countries’ interests at the 
front of their mind. There is much 
to be accomplished and it is impor-
tant to maintain a team spirit. 
 I have lived, worked and 
breathed the postal sector for most 

of my career. I have passionately 
believed in postal services for 
 almost 50 years. As I reach the end 
of my term, my passion for the 
 sector will go on but it is now time 
to entrust the UPU to new hands.  
I wish my successor the very best 
and hope that they relish the 
 challenges that lie ahead. MW

Marc Wolfensberger is a freelance 
 journalist based in Lutry, Switzerland.

“I have lived, worked 
and breathed the 

 postal sector for most 
of my career.”
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Disabled workers 
get fresh start

Posts in some countries are doing their bit to ignore stereotypes 
and fight social discrimination by hiring disabled people and the 
long-term unemployed to build the business. 

By Ruby Pratka

Illustration: 
Matt Kenyon

One such recruitment drive is from the Netherlands’ des-
ignated operator, PostNL. It is set to recruit 1,200 former 
long-term unemployed workers, some of whom are dis-
abled, for 18 new sorting and distribution centres across 
the country. This Post is currently building a new parcels 
processing network to expand capacity and replace 
depreciated infrastructure, explains spokesman, Marc 
Potma. Five of the depots are already operational; the 
rest are scheduled to open by the end of 2014.
“For the new system to work, we need labour for fairly 
simple jobs like transferring parcels from a container to a 
conveyor belt,” Potma says. 
 PostNL outsourced hiring for the new depots to 
Locus, an umbrella organization of Dutch social welfare 
groups, which specializes in employment for workers with 
disabilities, including the physically handicapped and 
people with mental illness or intellectual or social limita-
tions. Recovering addicts and those who have been 
unemployed for ten years or more also form part of the 
labour pool. 

Placements
Locus will place 550 people with intellectual disabilities 
and 650 welfare-to-work participants at the centres over 
the next two years. The jobs are part-time positions for 
which the number of hours will gradually increase. 
“All the hiring, training, scheduling and planning is done 
by Locus. We tell them what we need and they organize 
everything,” says Potma. “From a cost perspective, it is 
not much different from hiring temporary workers.”

 Locus comprises several partner organizations which 
co-ordinate employment opportunities for long-term 
unemployed workers across the Netherlands. The jobs 
are in high demand. “The waiting list is a year and a half 
long,” says Rutger van Krimpen, who runs Locus’ partner 
organization in Utrecht. There, PostNL helps non-disabled 
mentors learn about the logistics process, so they, in turn, 
can train the new employees. 
 According to Potma, the initiative arose out of a pilot 
project a few years ago. “We built a processing facility in 
Utrecht to see how to combine sorting and distribution in 
the same plant,” he explains. “We hired 40-60 people with 
mental disabilities and it worked perfectly well.”
 He says that many of the project’s first hires are still with 
the company. “With a lot of people, you don’t see that they 
are disabled. They might have a behavioural problem or a 
physical disability,” adds van Krimpen. “It takes some time 
to teach them how to work in new circumstances, but then 
we see these people improving rapidly and doing the work 
just like other employees.”
 Diana van Plateringen, who has attention deficit 
hyperactivity disorder, works in the Utrecht depot, load-
ing parcels onto conveyor belts. “The work is quite heavy, 
especially during the holiday season, but I like how I can 
use my energy,” she says. 
 Locus managing director Hanne Overbeek reveals 
that the initiative coincides with a change in Dutch law 
that encourages disabled workers to seek jobs in  
mainstream companies rather than sheltered factory  
environments.
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 Potma advises Posts to look into the legislative frame-
work of their own countries before setting up a similar 
programme but says PostNL’s experience has been very 
positive. “People need to find new fulfilment. When you 
offer them a part-time job and gradually work up [to a 
full schedule], you get them to become very productive 
over time,” he says. “We are very happy with these peo-
ple; they are very loyal.”

Not alone
PostNL is not the only operator looking to increase 
employment opportunities for workers with disabilities. 
“Disabled people have been largely excluded from the 
workforce in the past, but now more emphasis is being 
put on their skills development, making them competi-
tive and allowing them to contribute to the economy of 
their household, company and country,” says Barbara 
Murray, senior disability specialist at the International 
Labour Organization. “[Employers] sometimes make an 
assumption that people with disabilities are not capable, 
but if they are in jobs suited to their own interests and 
qualifications, they can be excellent employees.”

 She also believes there is a business case. “When a 
customer or a prospective employee with a disability goes 
into a post office and sees someone with a disability work-
ing there, they know they will not be excluded,” she says. 
“It is also good for a company’s public image.” 
 Murray says structural modifications and misunder-
standings about what disabled workers can do are the 
main obstacles to companies hiring them. “In some coun-
tries, administrative buildings still have many steps with 
no lifts and bathrooms that are not accessible to the dis-
abled, and all of that has to be changed,” she says. “Also, 
employers are often willing to hire disabled people but 
they don’t know what jobs the person can and can’t do,” 
she says. “Ask the new hire what they need; they may 
not need anything. They are the ones living with the dis-
ability for most, if not all of their lives; they know what 
they need.”
 Employing disabled workers may also be a legal 
requirement. Nepal and Algeria are among the countries 
requiring government agencies to hire a certain number 
of people with physical or sensory handicaps. Nepal Post’s 
Nurahari Khatiwada says the country has a recent law 
promoting disabled hiring. This reserves five per cent of 
civil service positions for physically disabled, blind or deaf 
employees, who take the same civil service exam as oth-
er staff. 
 “We are working to promote the inclusion of all for-
merly excluded people,” says Khatiwada. “We are focus-
ing on making the buildings more accessible [for wheel-
chair users and blind people] and raising awareness 
among the staff… some people believe disability is a 
curse from a previous life and we need to change that 
attitude. We think we can do it in a few years.”

Changes afoot
In Algeria, one per cent of civil-service positions are 
reserved for the disabled. “We have laws forbidding dis-
crimination in the educational and professional spheres, 
but some people are still not well informed of our rights,” 
says Ali Aknine of the Algerian Post. Aknine has a genet-
ic disorder and uses a wheelchair but that has not pre-
vented the international accounts manager from rising 
up the ranks or representing his organization on business 
trips abroad. 
 Aknine has worked at the Post for over 15 years and 
has seen accessibility in the past two to three years great-
ly improve. “Workplaces are being adapted due to a 2011 
ministerial order and I would like to see this applied com-
prehensively,” he says. “These [structural adaptations] 
are little details that can change the lives of some of our 
workers… I would ask Posts to just adapt the buildings 
and let us work; other issues will resolve themselves with 
time.” RP 

 

Ruby Pratka is currently an intern with the UPU  
Communications Programme.
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Zambia rolls out 
addressing pilot

A national addressing system is now on its way for Zambia.  
The Zambia Information and Communications Technology 
Authority (ZICTA) and the Zambia Postal Corporation (ZAM-
POST) are cooperating with other stakeholders on the project.

The pilot project, launched in July, will result in the devel-
opment of an addressing system in parts of the capital, 
Lusaka, and in Chongwe, a nearby rural village, within six 
months. It is planned to roll the project out in three phas-
es to properly address the entire country with 14 million 
inhabitants by the end of 2015, says ZICTA’s director gen-
eral, Margaret Chalwe-Mudenda.
 Addresses will come first to Lusaka, Central and Cop-
perbelt provinces, followed by Eastern, Muchinga, Lua-
pula and Northern provinces. The Southern, Western and 
North-Western provinces will be completed in the third 
and final phase.
 ZICTA expects the addressing system to improve 
communication, city and electoral planning, security, 
emergency, and utilities services, create jobs, increase 
trade, facilitate financial and social inclusion, as well as 
increase revenues for the Post and foster quality of post-
al services.
 “ZICTA’s mandate to promote universal access to 
postal and courier services and stimulate the growth of 
the postal sector cannot be realized if the issue of address-
ing is not dealt with comprehensively and decisively,” says 
Chalwe-Mudenda. 
 Not having physical addresses is a barrier to any pub-
lic service, particularly postal services says the UPU’s 
addressing expert, Patricia Vivas. Once the addresses are 
created, developing postcodes is an essential step to 
improving quality of service, she says. 

 “With only one element of the address — a granular 
postcode — the letter carrier knows exactly where the 
mail has to go and what postal route the letter will take 
until the delivery point,” Vivas says. 
 Chalwe-Mudenda says study tours to Uganda and 
South Africa helped ZICTA identify key stakeholders and 
their roles, spot possible challenges, select the pilot area 
and develop the next phases of implementation. 
 She says keeping the pilot in the capital was a stra-
tegic move since Lusaka offers several unique types of 
addresses, such as formal urban, incomplete physical 
addresses in statutory housing areas and rural addresses.
“The idea was to capture areas that are representative of 
all the address types that currently exist in Zambia, so that 
this experience can be used to roll out the project to any 
part of the country,” says Chalwe-Mudenda.
 Six sub-committees, made up of public bodies, will 
develop the addresses and postcodes, as well as a geo-
graphical information system component, which will map 
the entire country. ZICTA will oversee the addressing pro-
ject, while ZAMPOST will be responsible for developing 
postcodes. The resulting draft postcode directory will 
undergo selective public consultation before it is approved 
and published, adds Chalwe-Mudenda. KR 

Kayla Redstone is currently an intern with the UPU Communication 
Programme.

By Kayla 
Redstone
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Market focus

Digest

Australia

Australia Post has expanded its network of 

24/7 postal superstores, adding a first in 

Western Australia. The stores allow customers 

to run their postal errands, such as picking up 

parcels at any time of day, as well as provid-

ing non-traditional offerings, such as online 

shopping and travel services. The new store in 

Perth will be the first where customers can 

pick up and renew driver’s licences. KR

Austria

Austria Post has expanded its direct mail 

network, acquiring a Polish unaddressed-mail 

company and a 26 per cent stake in a Bulgari-

an hybrid-mail specialist. Poland’s Kolportaz 

Rzetelny claims a 36 per cent share in the 

country’s direct mail market. Bulgaria’s 

M&BM Express sent 65 million hybrid-mail 

items last year. KR 

 

Austrian Post staff have received a 3.2 per 

cent pay rise, effective from July 1, following 

an agreement between the operator and the 

country’s postal and telecoms union. Delivery 

staff will also receive an additional monthly 

overtime payment of 84 EUR (104 USD). RP 

After an eight-year partnership, New Zea-
land Post will buy DHL’s 50 per cent share 
in two joint ventures, Express Couriers 
Limited (ECL) and Parcel Direct Group Pty 
Limited (PDG), to increase its share in the 
express mail and parcels market.
 “Express delivery is a core element of 
our current and future strategy. We con-
tinue to observe a dramatic decline in the 
amount of letter mail in our traditional 
postal network, while at the same time 
parcel and courier volumes are growing 

steadily, on the back of growth in e-tailing 
and e-trading,” New Zealand Post CEO 
Brian Roche stated in a press release.
During the 2010 –2011 period, New Zea-
land Post noted a 4.5 per cent decrease in 
domestic mail, despite large mail-outs for 
local government elections in 2010 and 
voter registration and referendum infor-
mation in 2011. International mail volumes 
also decreased 6.7 per cent.
 ECL offers express, logistics and dis-
tribution services in New Zealand, while 

PDG is a group of Australian companies 
specializing in parcel and freight distribu-
tion. Both will become wholly-owned sub-
sidiaries of New Zealand Post.
 DHL says it will focus on its interna-
tional express services, but the companies 
will still support each other’s operations  – 
DHL internationally, and New Zealand Post 
domestically – though a commercial 
agreement. KR

New Zealand Post increases share of domestic parcels market

Finland

Itella Logistics has signed an agreement 

with VR Group to acquire its groupage logis-

tics service, VR Transpoint, and its logistics 

subsidiary, PT Logistiikka Oy. The logistics 

groupage employs around 800 people and 

generates about 130 million EUR (161 million 

USD) in revenues per year. The acquisition is 

set to eliminate overlap in services provided 

by the Post and the VR Group. KR

Itella Mail and Google’s Finnish service pro-

vider, GAPPS, have signed a letter of intent, 

allowing the Post to offer web services to 

small businesses. The service, Itella Verkosto, 

will allow companies to perform routine 

tasks, such as billing, sending, receiving and 

archiving documents, using one online plat-

form. The service should be available over the 

course of the next year. KR 

Germany

Deutsche Post DHL generated 27.1 billion 

EUR (35.2 billion USD) in revenues during the 

first half of 2012, a 5.8 per cent increase on 

the same period last year. The group 

 attributed growth to an increase in parcels 

and a strong Asian market. KR

Deutsche Post has outfitted the last of 82 

mail centres with its new mail sorting system. 

Started in 2009, the 400-million-EUR (484 

million USD) upgrade includes 288 sorting 

machines for standard and compact letters, 

as well as 87 machines to sort Großbrief and 

Maxibrief items. The upgrade is expected to 

result in faster and more accurate sorting and 

to reduce carbon emissions by 5,000 tonnes 

annually. KR

New Zealand

New Zealand Post has sold its business-to-

business management and supply chain soft-

ware developing subsidiary, ECN Group, to 

Australian company, B2BE. The Post made the 

sale to focus on its primary postal, courier, 

 financial and digital services. B2BE is a spe-

cialist supply chain e-solutions company, 

which operates out of offices in 17 different 

countries. KR 
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sensors at the micro level, SICK provides maximum throughput speeds – from package 
acceptance to delivery.

More information at www.sick.com/industries 

For speed and reliability in  
the sorting process

Seeing details, understanding the big picture

SICK AG | Waldkirch | Germany | www.sick.com

https://www.mysick.com/saqqara/im0044988.pdf
http://www.sick.com/group/EN/home/Pages/homepage1.aspx


Market focus

Switzerland

Swiss Post will soon be providing payslip 

delivery services by hybrid mail for Deutsche 

Bahn, the German rail operator. With Swiss 

Post’s ePostSelect, confidential documents 

can be securely emailed either  directly to the 

recipient or to a Swiss Post printing centre in 

Germany from where hard copies are gener-

ated and mailed to recipients, who prefer pa-

per payslips. RP 

Singapore

SingPost recorded a 6.5 per cent increase in 

revenues for Q1 2012/13 compared to Q1 

2011/12, pulling in 151.6 million SGD (119.9 

million USD), despite a 1.1 per cent contrac-

tion of Singapore’s economy. Logistics and 

 retail services saw the largest increases at 

11.5 and 12.4 per cent respectively, offsetting 

a decline in domestic mail contributions. KR

SingPost’s new online booking tool, ezy-

2ship, will make it easier for businesses to 

manage and send their packages. By logging 

on to www.ezy2ship.com, businesses can pre-

pare and print labels, schedule parcel pick-up, 

manage online shipments, track parcels, gen-

erate shipment information and print end-of-

day manifests anywhere or at any time. KR

United Kingdom

Royal Mail’s new mapping pilot project, 

Pinpoint, in East Anglia records precise GPS 

longitude, latitude and altitude data at the 

front door of each home and business ad-

dress in the area. The Post plans to expand 

the project to the rest of the country later this 

year if the pilot is successful. KR

United States

USPS achieved 11.6 billion USD in losses dur-

ing the first three quarters of its financial 

year. The Post recorded a 5.2 billion USD loss 

for the third quarter alone, compared to last 

year’s 3.1 billion USD loss in the same period. 

It blamed a decrease in first-class mail vol-

umes and a 5.5 billion USD prefunding pay-

ment for retiree health benefits, on which it 

defaulted, for the significant Q3 loss. KR

Pos Malaysia is now offering a pawn-bro-
king service, which follows the principles 
of Islamic law, for the country’s Muslim 
population. The service is a joint venture 
with the Bank Muamalat Malaysia, which 
will hold a 20 per cent stake in the com-
pany.
 By submitting gold valuables (except 
gold bars and gold coins) as collateral, cus-
tomers will be able to borrow a maximum 
of 100,000 MYR (31,967 USD) from 
ArRahnu@POS for six months, with the 

possibility of another six-month extension 
upon repayment of the first loan’s fees. 
As interest is prohibited by Sharia law, the 
Post will impose a safekeeping fee to 
bypass the rule. The customer will pay a 
fixed amount per month, determined by 
the market value of the collateral, for the 
loan’s term. Muslims account for 60 per 
cent of the Malaysian population. 
 Although several banks in Malaysia 
already offer a similar service, the Post’s 
head of financial services, Nora Abdul 

Rahman, says the Post’s network allows it 
to penetrate parts of the country where 
these other services are unavailable. 
“We believe it is an opportunity for Pos 
Malaysia as the market penetration for this 
kind of service is said to be still less than 
50 per cent,” says Abdul Rahman. 
 The service began at two outlets in 
July and will be expanded to 50 post 
offices within a year. KR

Malaysia Post in Islamic pawn venture
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Quality information from innovation

GMS Measuring mail performance with RFID technology was just a dream for many UPU member 
countries. Not anymore. Thanks to GMS, Posts can now benefi t from a state-of-the-art 
solution that uses passive RFID at a very affordable price.

For more information, watch the animation fi lm 
http://www.tinyurl.com/gmsfi lm 

or contact gms@upu.int.

Global Monitoring System
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