UNIVERSAL .
POSTAL CONGRES-Doc 38

UNION

The postal sector: an essential component
of the global economy

Nairobi Postal Strategy 2009-2012

UNIVERSAL POSTAL UNION
e \ 3000 BERNE 15
s 7 V) SWITZERLAND
~ Www.upu.int

© 2008 Union postale universelle

60 years as a UN agency (1948-2008) 24th UNIVERSAL POSTAL CONGRESS



UNIVERSAL
POSTAL
UNION

The postal sector: an essential component
of the global economy

Nairobi Postal Strategy 2009-2012

Interconnection
Development

Governance



Nairobi Postal Strategy (NPS)

Page

Foreword by the Director General . . ... e e e 5

Structure and content of the Nairobi Postal Strategy document (CONGRES-Doc 38) . . ... ... 7

l. Nairobi Postal Strategy —Overview . . ... ... e e 9

Il. The UPU’s MiSSiON . . . ..o e e e 10
. Bucharest World Postal Strategy (BWPS): Summary of results achieved and lessons

1= T =T o 11

IV. Postal scenarios and globaltrends .. ... . . . 15

V. Strategic direCtion . .. ... ... e 19

VI.  Performance indicators . . ... ...... .. .. e e 24

Annex 1 — UPU indicators

Annex 2 - Postal strategy report cards

Annex 3 - International environment and global trends
Annex 4 — Regional perspectives

Annex 5 — Action plan guidelines






Foreword by the Director General

In a constantly

changing eco-
nomic, social and
commercial envi-

ronment, it is vital
for the Universal

Postal Union to
have an overall
strategic road-

map, adapted to
current and future
developments,
and responding to
the expectations
and needs of the

world postal community.

This roadmap should enable us to set clear ob-
jectives, and plot our route as we tackle the chal-
lenges facing the postal sector today; above all,
it should yield measurable results for sustainable
development of the postal sector.

As an intergovernmental and sectoral organiza-
tion, and a specialized agency of the United Na-
tions, the UPU can and must be ambitious. The
Nairobi Postal Strategy (NPS) gives meaning and
reality to this ambition. Today’s UPU stands on
solid foundations: great adaptability, concrete
results, openness to its environment, and en-
hanced legitimacy.

Development of the Nairobi Postal Strategy -
An open process

The NPS is the product of an open, ongoing en-
deavour. It stems from a collaborative process
involving significant efforts and resources, and is
based on in-depth research and technical stud-
ies carried out by the various Union bodies and
their respective working groups. It has also been
enriched by the UPU Strategy Conference held
in Dubai in November 2006, and the International
Bureau conferences and regional strategy round
tables in 2007.

The NPS, approved by the Postal Operations
Council (POC) and the Council of Administration
(CA), is also the culmination of extensive work
carried out by the Strategic Planning Group,
chaired by the Russian Federation and made up
of Australia, Belgium, Cameroon, China (Peo-
ple’s Rep.), Costa Rica, Egypt, France, Romania
and the United States of America. Belgium also
played an invaluable role by taking charge of the
drafting of the text, in its role as Chairman of the
Nairobi Postal Strategy Subgroup.

The work carried out by the members and ob-
servers of the Strategic Planning Group helped
to lay the foundations of a draft strategic plan
that is global in scope yet concrete in its aims,
designed to carry the UPU further down the road
it has been following for the past few years, char-
acterized by a commitment to results, in spite of
an ever more difficult budgetary situation.

Moreover, for the first time, in parallel with the
usual consultations, the Restricted Unions and
the International Bureau joined forces to stage
regional round tables, which provided over 150
UPU member countries with the opportunity to
discuss the draft NPS while outlining their own
regional priorities, before the final text went to the
CA for its approval, on the basis of the POC’s
recommendations, as provided for in the Gen-
eral Regulations. So, in line with the principle
of universality which guides our organization,
each member country, whatever its size or loca-
tion, had the chance to help define the role to be
played by the UPU in the future.

Architecture and structure
of the Nairobi Postal Strategy

The 2006 Dubai Strategy Conference, which took
place at the midpoint between the Bucharest and
Geneva UPU Congresses, served to broaden the
outlook of the postal world and provide a clearer
picture of its future role. Discussions focused on
the importance of postal sector reform and regu-
lation, the role of the sector as a gateway to new
technologies, the ability of the Post to provide
electronic fund transfer services, the importance
of standards, and the need to ensure that devel-
opment cooperation takes account of the actual
needs of countries, especially the least devel-
oped ones.

The Dubai Strategy Conference spawned a
number of key concepts for the process of defin-
ing the architecture and content of the draft NPS.
It also established the following three axes: inter-
connection, development and governance. These
three axes will serve to strengthen the founding
principles of the UPU, whether in terms of univer-
sal postal service or the creation of a single postal
territory, thanks in particular to an increased role
for the UPU in the area of standards, but also the
intensive use of new technologies.

Following the conference, there was little doubt
that it had broadened the outlook of the postal
world and provided a snapshot of its future role,
which is to help its member countries move for-



ward by sharing a common vision of the post-
al sector as an essential element of the global
economy.

The NPS therefore reflects the determination of
the UPU and its member countries to continue
their mission in favour of sustainable develop-
ment of postal services, while justifying the
need for the Union’s action in an increasingly
globalized world. In this context, nothing less
than concerted multilateral action will do. As we
help the postal network and its three dimensions
— physical, electronic and financial — adapt to a
fast-changing environment, we must remain true
to the values of the UPU, while at the same time
striving to serve our member countries and users
of postal services throughout the world, individu-
als and businesses, ever more effectively.

Implementation of the Nairobi Postal Strategy

The NPS will be implemented globally, regionally
and nationally, but the regional dimension in par-
ticular will be reinforced. This is in line with a gen-
eral trend in economics and regional integration
policy alike. The UPU cannot ignore this trend,
which enables better account to be taken of the
realities and needs of all parties. The roadmap
drawn up on the basis of the draft objectives and
programmes will lead to two consecutive Pro-

Berne, May 2008

gramme and Budget documents, starting with
the Programme and Budget 2009/2010. Once
approved by the 2008 Congress, work will begin
on ensuring that the NPS is very much results-
oriented, with measurable expected outcomes
for each of the programmes. Building on this, the
draft Programme and Budget for 2009/2010 will
also have measurable expected results and per-
formance indicators for each main activity under
the various major programmes. The link between
the NPS and the Programme and Budget is criti-
cal: it is the latter which provides clear direction
for implementing the strategy.

The founding fathers of the UPU had a strate-
gic vision. One hundred and thirty-four years on,
as we plot our course for the coming four years,
this founding ambition of developing communi-
cations between people remains as relevant as
ever.

All things change; all things evolve. The UPU has
shown its ability to adapt through the years. And
it must continue to do so. It must constantly take
account of changes taking place in its technical,
technological and regulatory environment, but
also anticipate the future needs of the users of
postal services. The NPS will be our framework
for action in the coming four years. It will help the
UPU to realize the ambition of its founders, by
bringing it squarely into the 21st century.

Edouard DAYAN

Director General



STRUCTURE AND CONTENT OF THE NAIROBI POSTAL STRATEGY DOCUMENT

(CONGRES-Doc 38)

The Nairobi Postal Strategy (NPS) document (CONGRES-Doc 38) lays solid foundations for global,
regional and national strategic planning processes within the postal sector. It forms the basis of the
UPU Programme and Budget, reflects the dynamic development of the Union, and seeks to map out

the future of the postal sector as a whole.

The Nairobi Postal Strategy is presented in the form of a single document, namely CONGRES-Doc 38,
and consists of six chapters and five annexes, as briefly described below:

Chapter | - Nairobi Postal Strategy -
Overview

Chapter | comprises a one-page table summariz-
ing the architecture of the Strategy, which is es-
sentially composed of three main parts:

—  four pillars: the four objectives proposed
by the Strategic Planning Group and sub-
sequently endorsed by the 2008 CA and
POC;

—  three axes: interconnection, development
and governance;

—  three dimensions: physical, electronic and
financial.

The pillars of the Strategy are structured around

the following four programme-driven objectives

for the entire Union, designed to respond to spe-
cific global, regional and national challenges:

- improving the interoperability, quality and
efficiency of the three-dimensional postal
network in order to keep the sector relevant
to market and customer needs;

—  stimulating a universal postal service that is
adapted to the social, economic and tech-
nological environment;

- promoting the sustainable development of
the postal sector and its economy;

-  fostering the growth of the postal market(s)
and services.

Eighteen strategic programmes then translate
how the four objectives will be implemented
through action undertaken by all the actors con-
cerned.

Chapter Il - The UPU’s mission

Chapter Il discusses the current UPU mission
statement and refers to the fact that recent stud-
ies and authoritative opinions, and the activities
developed by the Union and its members, seem
to indicate that there may be a case for UPU
members to consider updating and modernizing
the current mission statement.

Chapter Ill - Bucharest World Postal Strategy
(BWPS): Summary of results achieved
and lessons learned

Even though a separate, comprehensive report
(CONGRES-Doc 16) on the implementation of
the BWPS is to be presented to Congress, it was
decided that Chapter Ill of the Nairobi Postal
Strategy document should comprise a brief sum-
mary of the conclusions drawn from the imple-
mentation of the BWPS. The reasoning is that the
results attained and the lessons learned in ac-
complishing the BWPS objectives will have a key
impact on the main drivers that will influence the
successful implementation of the Nairobi Postal
Strategy.

Chapter IV - Postal scenarios
and global trends

Chapter IV briefly describes the results of work
undertaken by the UPU’s Strategic Planning
Group to identify the anticipated trends, devel-
opments and challenges in the postal sector that
the UPU is expected to face over the 2009-2012
period, and which will therefore influence the pe-
riod covered by the Nairobi Postal Strategy.

Chapter V - Strategic direction

The architecture of the Nairobi Postal Strategy
and its core elements are described in detail in
chapter V of the document, which comprises five
sections:

— a brief introduction to the NPS objectives
and programmes, the pillars of the strat-
egy;

- an explanation of the «support» and «de-
velopment» programmes that will help to
achieve the goals of the NPS;

— a detailed description of the four proposed
objectives and their 18 associated pro-
grammes;

- an introduction to the link between the re-
gional perspective (i.e. how the NPS takes



account of different regional needs) and im-
plementation of the NPS;

— and, finally, a few words on the actual imple-
mentation of the proposed NPS obijectives
and programmes.

Chapter VI - Performance indicators

Chapter VI describes the future publication of
continuously updated performance indicators
which will be used to gauge the level to which
member countries and the UPU permanent bod-
ies — in fact, the UPU as a whole - attain the key
objectives in the Nairobi Postal Strategy.

Annex 1 - UPU indicators

Annex 1 contains an example of a set of key per-
formance indicators which are focused on linking
the implementation of the Bucharest World Postal
Strategy (BWPS) objectives and programmes to
the three-dimensional postal network (physical,
electronic, financial) and the three axes of UPU
activity (interconnection, development, govern-
ance).

Once approved by the 2008 Congress, it is in-
tended to review, continuously update and pub-
lish, for the period 2009-2012, UPU indicators
that show the extent of the implementation of the
objectives and programmes defined within the
Nairobi Postal Strategy.

Annex 2 - Postal strategy report cards

Annex 2 contains an example of a report card
which is focused on the implementation of cer-
tain programmes contained within the BWPS ob-
jectives.

Once approved by the 2008 Congress, it is in-
tended to review, continuously update and pub-
lish, for the period 2009-2012, postal strategy
report cards that show the extent of the imple-

mentation of the objectives and programmes de-
fined within the Nairobi Postal Strategy.

Annex 3 - International environment
and global trends

As mentioned in Chapter IV of the Nairobi Postal
Strategy document, in defining its strategy for the
years ahead, the UPU has to take account of its
environment in the broad sense.

Annex 3 describes nine topics which may have
an impact on the postal sector and which may
then have an indirect connection with UPU activi-
ties. Challenges and opportunities and key envi-
ronmental trends are also described.

Annex 4 - Regional perspectives

As mentioned in Chapter V, point D, of the Nairobi
Postal Strategy document, regionalization is be-
coming more and more relevant every day. With
this in mind, the Nairobi Postal Strategy has fully
integrated the regional dimension not only into its
development but also into its implementation. An-
nex 4 therefore includes a summary of the main
priorities identified by eight Restricted Unions,
each one representing the interest of a specific
region, during a series of Regional Round Tables
held throughout 2007.

Annex 5 - Action plan guidelines

In Chapter V of the Nairobi Postal Strategy docu-
ment, the observation is made that implementa-
tion of the objectives and strategies of the Nairobi
Postal Strategy is the responsibility of the UPU’s
members.

To this end, Annex 5 details a series of recom-
mended strategies or guidelines to be imple-
mented by the various responsible parties, in
order to achieve the results of the NPS objec-
tives.



I. Nairobi Postal Strategy — Overview

“The Postal Sector — an essential component of the global economy”

Mission

Objective 1

Objective 2

Objective 3

Objective 4

Improving the interop-
erability, quality and
efficiency of the three-
dimensional postal network
in order to keep the sector
relevant to market and
customer needs

Stimulating a universal
postal service adapted to
the social, economic and
technological environment

Promoting sustainable
development of the
postal sector and its
economy

Fostering the growth of
the postal market(s)
and services

Programmes

1.1 Enhancing quality of
service and efficiency of
the postal network

2.1 Stimulating the provision
of a quality, affordable
and innovative universal
postal service adapted
to technological changes

3.1 Improving remu-
neration systems
between postal
operators

4.1 Providing market
and sectoral
research and
responding to
customer needs

1.2 Increasing postal
integrity, reliability and

2.2 Developing universal
postal service regulation

3.2 Developing
statistical and

4.2 Modernizing and
diversifying postal

experience by
developing the inter-
operability and
interconnection of
national postal networks
by means of adequate
standards and
procedures

financing the universal
postal service are
developed and
understood

reform of the postal
sector and the UPU

security and criteria analytical/cost products and
accounting services
procedures
1.3 Improving the customer | 2.3 Ensuring that options for | 3.3 Strengthening 4.3 Stimulating market

growth through the
use of new techno-
logies

1.4 Stimulating the use of
ICTs to improve the
development of the
postal networks

2.4 Improving access to
universal postal service

3.4 Promoting
environmental
protection and
sustainable
development,
including the social
dimensions

4.4 Fostering coop-
eration and
interaction among
all postal sector
players

2.5 Understanding the
economic and social
benefits of a sustainable
universal postal service

3.5 Increasing aware-
ness of the role of
the postal sector in
the information
society

Electronic

Supported by the Programme and Budgets 2009/2010 and 2011/2012

The mission of the UPU is to stimulate the lasting development of efficient and accessible universal
postal services of quality in order to facilitate communication between the inhabitants of the world
by: (see Preamble to the Constitution)
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A.

1

The UPU’s mission
Introduction

The UPU’s mission (the statement currently appearing in the Preamble to the Constitution)

reads as follows: “The mission of the Union is to stimulate the lasting development of efficient and
accessible universal postal services of quality in order to facilitate communication between the inha-
bitants of the world by:

B.

2

guaranteeing the free circulation of postal items over a single postal territory composed of inter-
connected networks;

encouraging the adoption of fair common standards and the use of technology;

ensuring cooperation and interaction among stakeholders;

promoting effective technical cooperation;

ensuring the satisfaction of customers’ changing needs.”

The UPU'’s evolving mission

Recent studies and authorized opinions, and the activities developed by the Union and its

members now appear to support the argument that the UPU’s mission should incorporate existing,
well-established and forward-looking elements and reflect changes in the postal sector’s environment.
The current wording of the mission, referring as it does to «communication between the inhabitants
of the world», only partly covers the full extent of the postal sector’s role and scope. In view of this,
UPU members may wish to consider updating and modernizing the current mission statement as a
first step towards any future reform of the UPU.

10



lll. Bucharest World Postal Strategy (BWPS): Summary of results achieved and lessons learned

3 The Bucharest World Postal Strategy (BWPS), adopted by the Bucharest Congress, has the
following five main objectives:

- Objective 1 — Universal postal service.

- Objective 2 — Quality of service and efficiency of the postal network.

- Objective 3 — Markets and responding to customer needs.

- Objective 4 — Postal reform and sustainable development.

- Objective 5 — Cooperation and interaction among stakeholders.

4 The International Bureau has been monitoring implementation of the BWPS objectives and their
associated activities by the UPU’s three main bodies (CA, POC and IB) and the member countries
themselves, and has produced a comprehensive report (draft CONGRES-Doc 16) giving a broad over-
view of the results achieved during the period 2004-2008. A brief summary of the results achieved and
described in the report is given in the following paragraphs.

Results achieved
Objective 1 — Universal postal service

5 Meeting the challenges of the changing economic, regulatory and technological environment
was a key driver that guided us in implementing all the BWPS objectives but was particularly evident
in our implementation of objective 1. By promoting the universal service, the UPU seeks to enable
users of the postal service to send and receive goods and messages from point A to point B anywhere
in the world and at affordable prices. With this in mind, the work carried out under this objective
focused on increasing the number of countries providing a sustainable universal postal service and
ensuring its provision by finding ways to make it financially sustainable.

Objective 2 — Quality of service and efficiency of the postal network

6 This objective proved to be one of the main priorities of member countries. The activities deve-
loped under this driver were linked to the implementation of BWPS objective 2 and, to some extent,
objective 1. The UPU sees quality of service as key to the ability of the three-dimensional postal
network (physical, electronic and financial) to fully contribute to the social and economic development
of UPU member countries. The UPU also sees quality of service as a challenge that it cannot ignore.
Actions to improve the quality of postal services encompass the use of applications not only to track
and trace mail but also to measure service performance and network security.

Objective 3 — Markets and responding to customer needs

7 Implementing this objective helped UPU members to face the new challenges of globalization
and greater liberalization. The changing map of the postal sector requires postal operators to become
ever more mindful of, and responsive to, the new needs of the customers they serve. In these circu-
mstances, facilitating the growth of the various postal markets and the transfer of knowledge for their
development, particularly to developing countries, has been an important driver embraced by the
UPU and reinforced by the BWPS.

8 Building the financial postal network also turned out to be one of the main drivers under BWPS
objective 3. The United Nations social policy of facilitating migrant workers’ access to viable and
affordable remittance services, and the importance of these transfers to economic development in
terms of value (greater than foreign aid and direct investment combined), both point to a meaningful
and strategic role for the UPU in this area, not only through its universal postal network, but also as
part of its «Connect the World» commitment.

Objective 4 — Postal reform and sustainable development
9 The new regional approach to postal reform and sustainable development not only involved a
significant amount of work needed to implement BWPS objective 4, but also contributed to achieving

the goals under objectives 1, 2 and 3. The regionalization of development cooperation activities is
based on the fact that the best results come from solid regional strategies. The introduction of a new

11



integral approach to regional cooperation with governments and the Restricted Unions and national
cooperation with governments and regulatory bodies had two outcomes: the regional development
plan (RDP) and the integrated postal reform and development plan (IPDP), which both put postal
reform and universal service on track in developing countries. The contribution of the postal sector
to the development of the Information Society is also envisaged under objective 4 of the BWPS. The
work developed reaffirmed the UPU’s commitment to adapt the postal sector to the new and evolving
environment and to fight against digital exclusion.

Objective 5 — Cooperation and interaction with stakeholders

10 In promoting greater cooperation and interaction with stakeholders, one of the most notable
achievements for the UPU was the strengthening of the role of the Consultative Committee through its
active involvement in the work of the UPU’s permanent bodies. In addition, this objective was respon-
sible for promoting ongoing efforts to strengthen the UPU as a worldwide forum for discussing postal
matters and to reinforce its role, and the role of the postal sector, in the international arena, one of the
main drivers of BWPS objective 5.

11 The physical, electronic and financial dimensions of the worldwide postal network give the UPU
the potential to contribute to the economic and social development of nations, the current focus of
many UN specialized agencies. By delivering this message, the Union succeeded, in the 2005-2008
cycle, in expanding cooperation efforts with the United Nations and other organizations so as to posi-
tion the UPU as an important player in the international arena. By participating in the debates on the
Millennium Development Goals, the UPU also established a recognized role that committed it to their
implementation.

12 There are other actions aimed at implementing the BWPS not specifically included in its objec-
tives, but nonetheless necessary for achieving results. These cover strategic planning and the insti-
tutional activities carried out by the International Bureau, such as financial management, internal and
external communications, legal affairs, logistical services, human resources and project management.
All of them form part of the infrastructure needed to make the UPU a viable, functioning unit, capable
of achieving the mandate given to it by Congress, and enable it and its member countries to accom-
plish the Union’s mission and achieve the BWPS objectives. The main activities and achievements
relating to these two drivers are mentioned in the CA/POC/IB joint report to Congress (CONGRES-
Doc 16) mentioned in paragraph 4 above.

Lessons learned

13  In addressing the challenges presented by the BWPS, a major lesson taken on board was the
need to adopt a dynamic approach when implementing the Strategy in a constantly changing postal
sector environment. In carrying out the work to achieve the goals of the BWPS, a number of other
lessons were also learned and these will have a key impact on the main drivers that will guide our way
forward, namely:

a Consolidation of projects: Streamlining and consolidating projects is an important trend in any
international organization. Consolidation provides more transparency and efficiency; it also
provides an opportunity to bring together common elements and to apply single solutions to
universal challenges. There is also a strong willingness for coherence, coordination and consis-
tency. Successful institutional reforms have always been accompanied by the consolidation of
many projects into fewer.

b Regional approach: One size does not fit all. The regional approach provides the most suitable
framework for considering the needs, specific features and priorities of regions and of countries
within the regions. Having each region focusing on its priorities promotes efficiency and, if the
approach is well documented, it can provide a recipe for success that can be applied across
other regions. Regional implementation results in better allocation of the limited resources avai-
lable and improves the effectiveness of actions, taking into account the subsidiarity principle.

c Coordinating the postal network with other infrastructures: In order to benefit from the syner-
gies of working together, globalization requires the integration of the postal network with other
sectoral and economic infrastructures. There are opportunities for huge potential economies of
scale and of scope to be achieved, through integration, by filling the many gaps both within and
between infrastructures in developing countries: furthermore, scarce resources call for better

12
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rationalization of the use of infrastructure investment by choosing an approach that provides
multi-infrastructure services through common network supports.

Integration of the electronic dimension and diversification: Modernization of the sector requires
the use and integration of contemporary tools and new technologies to manage processes and
to meet customers’ new and evolving needs. Interconnection with, and of, ICTs provides citi-
zens and businesses with access to a wider range of services.

Standardization: Network interconnectivity and optimization, efficiency and economic benefits
can all be enhanced through the development of a standardized approach and standardized
rules. In a global economy, there is a need for globally managed solutions and the UPU is well
placed to provide these. Viewed from another perspective, in a liberalized environment, stan-
dardization is necessary so that participation in the postal sector can be increased, thereby
fostering positive network externalities and a «club» effect (more participants — more benefits,
for both users and businesses) which, in turn, will generate an increase in the demand for postal
services.

Measurement policies: You cannot manage what you cannot measure. Measurement of perfor-
mance is an indispensable tool of good management. The postal world has been slow to adopt
this concept, but key initiatives have been taken over recent years by the UPU which has totally
embraced the results-based management tool. Monitoring programmes and policies is also part
of good governance in institutions and companies. Viewed from another perspective, customers
are willing to pay for services with well-defined deliverables. Implementation of a measurement
policy with established performance indicators brings customer satisfaction and provides the
necessary management tools for ensuring that expectations and commitments are met.
Environmental and sustainable dimension: Any actions undertaken by mankind today will have
a lasting impact on future generations and on the global environment. The world community is
only now facing up to this reality and, in this respect, the postal sector needs to do its fair share
and needs to be seen to be doing so.

The sector and customer focus: The customer is king but the sector is very important as well.
The customer will decide to use services offered within the postal sector if the sector is seen to
be effective and efficient. But the postal sector includes all postal stakeholders. Streamlining
activities within and across the sector will increase the likelihood of providing postal services
that the customer needs.

Opening up to partnerships: Public and private partnerships have achieved positive outcomes
in a number of economic sectors, and it should be no different for the postal sector. Partner-
ships can facilitate the implementation of projects and can be key in harnessing innovation and
the expertise that follows, in the fastest and most effective way. Institutional partnerships are
also important for achieving coherence, coordination and consistency between policy players.
Social responsibility: Social responsibility has always been at the core of the UPU’s existence
from the very beginning. Fostering the provision of the universal service is part of that social
commitment and the Union has included this in its mission statement. The UPU, as an agency
of the UN, is also committed to social projects at global level, such as the Millennium Develop-
ment Goals. As a sectoral organization, representing a labour intensive sector, the UPU also has
specific commitments to postal employees, for example, with regard to working conditions or
to capacity building.

In closing this chapter, it is important not to overlook the fact that the UPU and its member

countries faced many challenges in their efforts to implement the BWPS. These challenges,

however, should be viewed in a positive light given the following considerations:

The UPU’s intergovernmental and sectoral nature provides exceptional opportunities to make

the postal sector an essential infrastructure for:

- the development of economies;

- the achievement of social cohesion;

- the reduction of gaps between countries.

The Union’s mission and role have been reinforced in the eyes of the main stakeholders (gover-

nments, regulatory bodies, international organizations, postal operators and other interested

parties). The recognition of that role is supported by the following main achievements of the

BWPS:

- The concept of a three-dimensional postal network has gained in understanding and
force and the initial results achieved can be seen by all.

- The UPU is recognized as a partner in efforts to build the information society.

13



- A regional approach to cooperation with governments and the Restricted Unions has
been developed and the first actions implemented accordingly.
c The interval between Congresses has been drastically reduced and a zero nominal growth policy
continues, with the following results:
- The activities undertaken are not only to be continued, but also stepped up.
- Adequate resources must be committed within a secure legal framework that takes into
account the status and mission of the UPU.

15  These challenges can also be seen as opportunities and clues to be used as guidelines for

actions aimed at building the new postal strategy and consolidating the UPU’s role in the service of its
member countries and the postal sector.

14



V. Postal scenarios and global trends
Postal scenarios
16

cies.

Figure 1 — Postal sector stakeholders

The postal sector has traditionally focused on national postal operators and their needs.
However, in the current more complex and dynamic environment depicted in Figure 1, many other
stakeholders and their interests must be considered in the development of postal strategies and poli-

ILLUSTRATION OF THE POSTAL SECTOR

Communications &
Messaging

t CEP: Courier, express, parcels.
2 Service providers: DPQO’s and others.
Source: UPU, January 2007.
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This change from a postal operator-based model has profound implications for the Universal
Postal Union and its members. The entire postal sector is undergoing dramatic changes as a result of
a number of external trends in the business environment, as shown in Figure 2.

Figure 2 — Business environment assessment

Trends

Customer, competitor and
market.

Economic, demographic
and social.

Technological innovation
and business process
improvement.

Public policy

Workforce and workplace
Drivers of change.

Postal sector policies
and strategies

Responses
to changes

Business and public
policy results

Business or market
performance
objectives
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18  The following factors point to the trends and drivers that will affect the rate of change in the

postal sector and are important to all stakeholders:

- globalization of the postal sector, creating an increasingly interdependent operating network;

- growing importance of international mail, driven by global commerce and by immigration
patterns;

- increasing urbanization and the emergence of an affluent, educated middle class, especially in
developing nations;

- emergence of new multi-players in national markets from non-postal operators and other Posts,
and from technological alternatives;

- changes in technology and improvements in operating processes;

- public policy decisions relating to the questions of sustainability and privacy and affecting the
relationship between postal operators and their governments;

- development of marketing and customer relations management as a critical discipline for postal
operators;

- an increasingly educated and skilled postal workforce, with greater diversity and different
expectations;

- the importance of management effectiveness in driving organizational success.

Developments

19  The current trend in many countries is to consider the Post as just one actor in a more complex
market environment, with somewhat less direct government support and direction. New forms of
national or regional regulation are being developed. Postal operators, which traditionally focused on
a public administration model, are becoming more business-oriented, and compromises between
public services (including the universal service) and commercial viability are becoming more difficult
to achieve. In more and more countries there is a clear distinction between national postal policy and
adequate regulation on the one hand, and the operational aspects for the national operators on the
other.

20 The market changes that result from these trends will largely depend on the public policy
choices made by governments and regulators, the market flexibility or degree of liberalization that
postal operators are allowed to take on, and the business decisions taken by postal operators.

21 Postal operators may respond to changes in the environment in a number of ways.

Figure 3 — Strategic options

Commercial Post

Products and services are developed on the basis
of market opportunities and the profitability
requirements of shareholders

Strategic option 3
Business decisions on markets,
based on profit requirements

Strategic option 2 Hybrid Post
More flexible responses to customers, Although the postal operator continues to operate

based on mixed market and public
policy requirements

under government-directed service mandates,
more of the funding comes from services in
competitive markets

Strategic option 1

More efficient implementation of internally
driven programmes based on public policy
and support
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Traditional Post

Well-managed organization providing high-quality,
basic mail services to businesses and consumers
through efficient operating processes




Challenges and implications for the UPU

22  Part of the change will be in response to the recognition that stakeholders other than postal
operators form part of an extended value chain and are important for the future development of the
sector.

23  The uncertainty about the pace of change in the postal sector, and the variety of strategic
options facing postal operators (in UPU member countries) in different markets, will lead to the need
for a wider range of differentiated services for members of the Universal Postal Union, targeting diffe-
rent segments.

24 While many Posts will need the traditional services of the UPU, other postal operators in UPU
member countries will need to respond to a more rapidly changing business environment. While few
will become nearly or fully commercialized, most will have passed through a hybrid stage first.

Figure 4 — Potential future roles for the UPU
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and modernization,
Management development,
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international organizations

development, Sustainability

Transition Transformation

assistance assistance
Operations Marketing
and Finance Benchmark best
practices
Traditional Benchmark ‘ Commercial
Posts best practices Case studies Posts
Comparative
Case studies data
Comparative Special studies
aata Market research
. . and product
Special studies development

25  Postal sector players recognize that the environment for their services is changing fundamen-
tally and irrevocably. They are looking for ways to adjust to the increasing uncertainties in that market,
and the UPU can play a role in the transformation of the postal sector.

26  While there is a very marked trend towards an integrated worldwide postal sector, many distinc-
tions will remain as a result of regional and local culture and level of development; the UPU should
take into account these differences.

Global trends

27  The UPU also has to incorporate its environment in the broad sense into the process of defi-
ning its strategy for the years ahead. This part of the chapter very briefly introduces nine topics which
may feature prominently on the agendas of political decision-makers and which may have an indirect
connection with UPU activities. Indeed, as the result of globalization, events or issues which, in the
past, were at most of peripheral importance to the UPU, now have a direct, lasting impact on the
organization and the sector it represents.

28  Annex 3 contains details, including challenges and opportunities, explaining the following key
environmental trends which may impact on the postal sector:

17
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viii
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Information and communications technologies (ICTs): This area will have a tremendous impact
in the years ahead. ICTs can play a role in the economic and social development of poor coun-
tries. The postal sector can also play a major role in bringing the information society closer to
the people.

Regionalization: As a result of the globalization of the economy, trade and culture, the regiona-
lization of structures seems, paradoxically, to be more relevant. Increasingly, regions have an
important role to play in general, and in the postal sector in particular.

Development policies: Development policies, and specifically the United Nations Millennium
Development Goals, and the financing of development activities and South-South cooperation,
are all key questions to which the UPU is committed.

International migration: International migration is a phenomenon that can no longer be ignored
under any circumstances. In 2005, some 200 million migrant workers worldwide transferred
funds totalling over 200 billion USD.

The international security environment: Urgent medium-term security threats such as terrorism,
money laundering, trafficking in illicit medicines and Internet fraud are all key issues needing to
be addressed by the postal sector.

Urbanization: In 2007, for the first time in the history of mankind, there were more people living
in towns than in the countryside. This phenomenon will certainly have an impact on postal
operations, services and markets.

Transport: It is important for the postal world to ascertain the dynamics of the transport sector.
Significant changes are expected in the years to come. “Sustainable transport” solutions are
beginning to emerge, especially in Europe, with its high-speed train network.

Health and population: Issues such as AIDS (40 million people worldwide tested positive in
2006), pandemics and the ageing population are having, or could have, a significant impact on
the international economy, on society and consequently on the postal world.

Global warming: The conclusions of the Intergovernmental Panel on Climate Change, including
their estimates, the economic impact of global warming, and renewable energy issues all have
a direct impact on the postal sector, which is also working in the area of the environment and
sustainable development.



V. Strategic direction
C. NPS objectives and programmes

29  The pillars of the Nairobi Postal Strategy (NPS) are structured around four programme-driven

objectives for the entire Union designed to respond to specific global challenges:

- improving the interoperability, quality and efficiency of the three-dimensional postal network in
order to keep the sector relevant to market and customer needs;

- stimulating a universal postal service adapted to the social, economic and technological envi-
ronment;

- promoting the sustainable development of the postal sector and its economy;

- fostering the growth of the postal market(s) and services.

30 Eighteen strategic programmes then translate how the four objectives will be implemented
through action undertaken by governments, regulators, Restricted Unions, designated postal opera-
tors, the permanent bodies of the Union, and all other postal sector stakeholders. A description of the
four proposed objectives and 18 associated programmes is given below.

D. Support and development programmes

31 It is important, however, to note here that effective implementation of the 18 programmes can
only be achieved through the setting up and financing of a small number of “support” and “develop-
ment” programmes managed directly by the Director General of the International Bureau. Examples

of these programmes, which may be subject to review, are found below:

“Support” programmes

a Financial management (e.g. drawing up of Programme and Budget and financial reports).

b Human resource management (e.g. development and implementation of human resources
policy).

c Logistics (e.g. management of IB building and Conference services such as translation, prin-
ting, etc.).

d Executive office, legal affairs and communications (e.g. management of duties of the Director

General and Vice Director General, providing support in the form of legal advice and opinions,
as well as the management of UPU communication issues.

e Project management (e.g. management, coordination and periodic review of, and reporting on,
the status of implementation of the 18 NPS programmes as well as the 10 support and deploy-
ment programmes).

“Development” programmes

32 Management of development cooperation and reform activities within the following regions:

a Africa;

b America and Caribbean;

c Arab countries;

d Asia and Pacific;

e CIS and Europe.

E. A description of the four proposed objectives and eighteen associated programmes

Objective 1 Improving interoperability, quality and efficiency of the three dimensional
postal network in order to keep the sector relevant to market and customer
needs

Description: The UPU will focus on a better, accessible, secure, interoperable and efficient

universal postal service which is relevant to market and customer needs and seeks
to grow the overall market. The concept of interconnection is one of the major
challenges facing the sector in the world today. For the UPU member states, the
interconnection of postal networks and, in a wider sense, of all the players in the

19



Programme 1.1

Description:

Programme 1.2

Description:

Programme 1.3

Description:

Programme 1.4

Description:

Objective 2

Description:

Programme 2.1

Description:
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postal sector is of fundamental importance. Operators are more business-oriented
and technical cooperation that is based on a business approach becomes more
and more frequent. In particular, greater emphasis will be placed on:

Enhancing quality of service and efficiency of the postal network

Reliable and consistent quality of service that meets customer demand is of para-
mount importance for the development and growth of the postal sector, and will
increase the efficiency of the three dimensions of the postal network, namely
physical (including letters, parcels, EMS), electronic and financial. The UPU should
step up its activities in this area, particularly as the need for quality grows and
competition intensifies.

Increasing postal integrity, reliability and security

As customers have increasing demands for quality, problems with integrity, reliabi-
lity and security should be addressed and results improved.

Improving the customer experience by developing the interoperability and inter-
connection of national postal networks by means of appropriate standards and
procedures

The need to develop, improve and manage UPU standards and procedures in
order to ensure the interoperability and interconnection of the three-dimensional
postal network is confirmed at national and international level and is becoming an
increasingly important issue in meeting market and customer requirements.

Stimulating the use of ICTs to improve the development of the postal networks

As customer needs become more demanding and more sophisticated, activi-
ties should be undertaken to promote the use of information and communication
technologies (ICTs) to improve the postal network. It will be critical to define and
use appropriate standards to ensure the development of internationally interope-
rable postal networks that also interconnect with important partners such as the
customs and airlines sectors. At the same time, steps should be taken to empha-
size the importance of ICTs in the postal sector by focusing on training postal
workers in the use of new technologies and by stressing that ICTs should be seen
as an opportunity to modernize and diversify products and services, rather than as
a threat.

Stimulating a universal postal service adapted to the social, economic and
technological environment

The mission of the UPU is to serve as the single worldwide forum for industry
and government to work together to develop, adopt and improve the regulatory
framework for the provision of, and access to, universal postal service. To be
successful in this area, technical cooperation at the highest political level is neces-
sary and should focus on the following issues:

Stimulating the provision of a quality, affordable and innovative universal postal
service adapted to technological changes

In order to make possible effective communication and commerce between people
around the world and to promote social and economic development, UPU member
countries should ensure that the operators responsible for providing the universal
postal service comply with the offers of postal services and the quality standards
in force. But as communication technologies converge, the concept of universal
postal service may need to evolve accordingly to meet the changing needs of
customers and to take advantage of the new efficiency and quality gains offered
by these innovations.



Programme 2.2

Description:

Programme 2.3

Description:

Programme 2.4

Description:

Programme 2.5

Description:

Objective 3

Description:

Programme 3.1

Description:

Programme 3.2

Description:

Programme 3.3

Description:

Developing the universal postal service regulations and criteria

Providing member countries with guidance on how the universal service is evolving,
keeping in mind the wide national and regional differences in terms of economic
development and customer expectations, continues to be of paramount impor-
tance for the UPU.

Ensuring that options for financing the universal postal service are developed and
understood

Analyzing the issue of universal postal service financing in the event that the market
is unable to bear the cost is crucial in supporting the existence of the universal
postal service.

Improving access to universal postal service

Providing improved access to posting, to delivery and, finally, to postal services
at affordable prices is still crucial for the UPU, which should encourage the opera-
tors responsible for providing the universal postal service to provide accessible
services while taking into account national needs and specificities, including the
use of ICT-based innovations and hybrid services to improve access.

Understanding the economic and social benefits of a sustainable universal postal
service

The economic and social aspects of the universal service are of crucial impor-
tance and have to be given consideration. A sustainable universal service may
enhance the role of the postal service as an intermediary between businesses and
consumers, providing benefits for both sides. The role of the universal service as
a channel for the distribution of goods and an instrument for regional policies are
just two of the positive approaches to justify the need for a universal service.

Promoting the sustainable development of the postal sector and its eco-
nomy

Provide support and assistance to the membership in executing the UPU’s objec-
tive of promoting the sustainable development of the three-dimensional postal
sector based on the single postal territory. In this regard, the aim is to continue:

Improving remuneration systems between postal operators

Arequirement to continue the development of such systems between postal service
providers based on sound economic principles and quality of service performance
is clear. There is also a need to further adapt the clearing and remunerations system
in line with the changes in the regulatory environment and other international obli-
gations on the one hand, and with the commercial and operational needs of the
sector on the other.

Developing statistical and accounting procedures (costing and cost accounting)

Further development and implementation of standardized cost accounting systems
is an area in which continued activity is required.

Strengthening the reform of the postal sector and the UPU

Member countries should fully understand the structure and needs of the postal
sector and the changes it is undergoing. Moreover, governments should encou-
rage operators and give them the flexibility to adapt to these changes. Raising
governments’ awareness and encouraging them to seek funding sources for postal
reform projects (including reform of the UPU) is essential for promoting the effec-
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Description:
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tive and successful reform of the postal sector. In order for this to be carried out
effectively, account must be taken of the country-specific conditions on the one
hand, and on international trends on the other, in order to meet present and future
customer requirements.

Promoting environmental protection and sustainable development, including the
social dimensions:

The UPU should be committed to social responsibility towards postal employees,
society and the environment by undertaking further activities to ensure the sustai-
nable development of postal services and to anticipating technological, ecological
and regulatory changes.

Increasing awareness of the role of the postal sector in the information society

The outcomes of the UN World Summit on the Information Society (WSIS) recog-
nized the postal sector as a key facilitator in the development of the informa-
tion society, in cooperation with other international organizations active in this
field. Working partnerships for capacity building with these organizations should
continue to be developed to ensure resources are mobilized efficiently and effecti-
vely on common projects to bridge the digital divide and foster physical, financial
and electronic inclusion, with special emphasis on rural and underserved areas.

Fostering growth of the postal market(s) and services

The necessary actions are to be undertaken by all postal players (government,
regulator, public postal operator, other operators, other players, etc.) on questions
related to the development of the postal market in meeting customer requirements,
more specifically, in the following fields:

Providing market and sectoral research and responding to customer needs
Developing suitable tools for providing appropriate information to the postal
stakeholders on the one hand and for better understanding the needs of custo-
mers on the other.

Modernizing and diversifying postal products and services

Postal services should be adapted to customers’ expectations in view of the
dramatically changing market and the growing demands of customers.

Stimulating the growth of the market through the use of new technologies

Access to information, experience and know-how, etc. regarding new technology
will improve understanding of what product development and improvements are
possible using new technology, and can thus help to grow the business.

Fostering cooperation and interaction among all postal sector players

The UPU is the ideal forum for dialogue and for all stakeholders to work together
in order to better understand customer needs.



F Regional perspective

33  As stressed in previous chapters of this Strategy, in a global economy, regionalization is beco-
ming more and more relevant every day. This is one of the lessons the UPU learned when implemen-
ting the Bucharest World Postal Strategy, but it is also a general trend and is one of the main drivers
of the NPS.

34 The regional approach, taking into account, as it does, the principle of subsidiarity, which avoids
duplication and saves resources, means that the Strategy also fully takes into account the role of the
regions, their views and their needs. With this in mind, the outcomes of a series of UPU round tables
on strategy, held throughout 2007 in each region, in conjunction with meetings of the UPU Restricted
Unions, has been taken into consideration

35 The main objectives of these round tables were as follows:

[ to gather regional viewpoints and priorities concerning the development, content and structure
of the future Nairobi Postal Strategy (NPS);

ii to ensure that the future strategy takes full account of differing regional approaches to the deve-
lopment of the postal sector;

iii to ensure the future role of the different regions in implementing the Nairobi Postal Strategy;

iv to reinforce the importance of the way in which Restricted Unions can contribute to the imple-
mentation of the future strategy.

36 It is generally felt that all these objectives were fully met, which means that we have been able
to ensure that the final version of the Strategy encompasses regional needs and approaches on key
issues for the future of the postal sector. A summary of the main priorities identified by each of the
regions is given in Annex 4 to this document.

G. Implementation of the proposed NPS objectives and programmes

37 Each of the four objectives defined and described in point E above have been defined in such a
way that they all contribute to the accomplishment of the UPU’s mission and cover the issues identi-
fied by its members as being important for the postal sector. By the same token, each of the eighteen
programmes defined above have, as far as possible, been developed in line with the approach taken
to the definition of the objectives. In other words, they have been made sufficiently global to apply to
all postal activities, rather than focusing on particular products and services.

38 Implementation of the objectives and strategies is the responsibility of the UPU’s members. To
this end, Annex 5 contains a recommended series of strategies (Action Plan Guidelines) to be imple-
mented by the various responsible parties (governments, designated operators, Restricted Unions
and permanent bodies of the Union) to achieve the global results of the objectives.
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VI. Performance indicators

39  As mentioned in Chapter Il of this report, the International Bureau has been monitoring the
implementation of the Bucharest World Postal Strategy (BWPS) objectives and their associated activi-
ties by the UPU’s three main bodies (CA, POC and IB), as well as by the countries themselves, and has
produced a comprehensive report (CONGRES-Doc 16) giving a broad overview of the results attained
during the period 2004-2008.

40 In addition to this, work has also been undertaken, by the Strategic Planning Group and Interna-

tional Bureau respectively, on producing the following two different sets of selected key performance

indicators (KPIs) which have been used for monitoring and showing the results attained during the

period 2004-2008.

i UPU indicators (see example of actual indicators in Annex 1) — which are focused on linking
the implementation of the BWPS objectives and programmes to the three-dimensional postal
network (physical, electronic, financial) and the three axes of UPU activity (interconnection,
development, governance);

ii UPU Postal Strategy Report Card (see example of actual Report Card in Annex 2) — which is
focused on the implementation of certain programmes contained within the BWPS objectives.

41 Once approved by the 2008 Congress, it is intended to review, continuously update and publish,
for the period 2009-2012, UPU International Bureau indicators and UPU Postal Strategy Report Cards
that show the extent of the implications of the objectives and programmes defined within the Nairobi
Postal Strategy.

42  And finally, publication of the performance indicators chosen for the period 2009-2012 will
be reviewed in the context of the organization’s mission statement and on the basis of the strategic
objectives and associated programmes, and will be used to gauge the level to which member coun-
tries and their postal administrations — and by extension the UPU as a whole - attain the key objec-
tives in the Nairobi Postal Strategy.
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International environment and global trends

As mentioned in Chapter IV of this report, the UPU has to incorporate its environment in the broad sense
into the process of defining its strategy for the years ahead. Paragraph 28 in Chapter IV very briefly
introduces nine topics which may feature prominently on the agendas of political decision-makers and
which may have an indirect connection with UPU activities. Indeed, as the result of globalization, events or
issues which, in the past, were at most of peripheral importance to the UPU now have a direct, lasting
impact on the organization and the sector it represents.

The following tables contain details of the nine topics referred to above, including challenges and
opportunities, explaining the key environmental trends which may impact on the postal sector.

Trends Impact on the UPU Impact on the postal sector

i Information and communication technologies (ICTs)

Many intergovernmental Compared to other sectors, the postal | Operators should develop, when
organizations representing | sector appears to be behind the time. | possible, ICT-related products as
other sectors, (WHO, Therefore, it would be necessary to: established at the intergovern-

UNWTO, IATA, ...) already
have clearly defined E-

mental level (top-down approach

~ adoptareal E-strategy rather than bottom-up)

strategies/objectives. — think of ways to include the private N .
These strategies often sector in our ICT-related projects | Other sectors have legitimacy in
include partnerships with ICT investments — postal operators

- strengthen/develop partnerships should enjoy the same freedom
with other international

organizations (ITU, among oth-
ers...)

the private sector

- make clear to governments that
postal services also include ICT-
related capabilities

E-commerce (and soon m- | Develop awareness in the outside Increase in the amount of small
commerce, at least in world of the role that postal services packages
some regions) will continue | play in the development (or even the

Higher expectation from the
customers - need to develop
transparency, accessibility and
Foster interconnection between the coverage of services

different networks so that there is a
real global network in term of
procedures (principally for track-and-
trace instruments)

to grow mere existence) of commerce (parcel
delivery, financial transactions, etc.)

Postal operators need to increase
integration into the supply chain

Importance of standards

Security is one of the ".post" as a trusted domain for ICT Postal operators must take every
major determinants of based services action possible to gain the trust of
future Internet develop- customers. This trust could then be

Help define standards that could

ments foster trust in the Internet

used to provide secure E-solutions
(i.e. security certificates for E-
Develop strategies for the security of commerce websites)

all three dimensions of the postal
network Greater investment in certification

and security solutions




Trends

Impact on the UPU

Impact on the postal sector

ICT and the information
society are recognized as
a key instrument for fos-
tering economic growth
and development

Make governments/players aware of the
importance of a strong postal sector for
the fulfilment of the promises of ICT for
development/ economic growth, for
instance by providing access to the
Internet in post offices or by facilitating
trade/ E-commerce

Work with governments so that Posts
are included in the ICT part of
governments' MDGs and information
society goals

Promote modernization of the postal
sector through use of ICT in order to
bridge the postal divide

Investments in new technologies

Improve efficiency of processes
and effectiveness of products

Recent developments in
ICT allow people to be
reached, even in the
remotest communities, in
other words ICT can
"connect the uncon-
nected"

ICT could help develop a new, dynamic
means of delivering the universal postal
service, which could be fulfilled by both
electronic and physical means

Develop solutions in the vein of
"reverse hybrid mail"

Electronic pre-notification of
delivery

Technology and commu-
nications convergence

Impact on the development of the
UPU's regulatory/policy models, due to
the coming together of sectors that
were traditionally separated (cf. ITU and
UPU coming closer again)

New/alternative competition for
traditional operators...

... but also opportunities for new
partnerships

ii Regionalization

This regionalization phe-
nomenon is tending to
intensify, both in political
and economic terms

The regions have different
social, economic and
cultural situations

Regionalization of struc-
tures is a consequence of
trade globalization

Define priorities, not just in terms of
areas of intervention but also of regions

Adapt the options offered by the
Strategy and the Programme and
Budget at regional level by imple-
menting regional development plans
(RDPs). At the same time, a certain
degree of cohesion between plans will
have to be ensured to avoid creating
"special cases" and thus "insular"
regional units

Identify the driving forces in each region
to better stimulate other member
countries, while securing overall
coherence by taking account of
developments in intra-regional
exchanges (commercial flows) and
migratory movements (financial flows)

Implement RDPs through UPU
presence in the field adapted to each
region. In this connection, synergies
with the UNDP could be considered

Draw up regional strategies

Develop the postal sector of
countries in a certain region using
a genuine regional action thrust




Trends

Impact on the UPU

Impact on the postal sector

i Regionalization (cont.)

Demonstrate the economic relevance
of RDPs and build them into the policy
projects of the countries concerned
(e.g. decentralization, spatial planning,
etc.)

iii Development policie

S

The MDGs will only be
partly met in 2015

Africa will not meet a
single MDG in 2015.

Cooperation and development policy
must fit in with the MDGs.

Contribute to MDG achievement
through a policy that makes the postal
network a poverty-reduction resource

UPU development policy must give
priority to Africa

Develop a policy of raising govern-
ment awareness of the need to invest
in postal infrastructure as a way of
meeting the MDGs (build this
approach into IPDPs)

Improvement of service to cus-
tomers

Technical assistance programmes
at country level for LDCs and low-
income countries would help
improve the postal service

South-South development
cooperation

Promote South-South cooperation,
especially through the twinning
concept

Greater collaboration with LDCs by
the Posts of more advanced
countries of the South (e.g. Brazil)

Commitment and accep-
tance of responsibility on
the part of development
aid beneficiaries will
increasingly be a
prerequisite for persuading
donor countries to reach
the set target of 0.7% of
their GDP in Public
Development Aid (PDA)

PDA is less oriented
towards investment in
infrastructure

Diversify and reinforce cooperation
financing sources

UPU action must be directed at "real"
fund donors

Moreover, real projects with eco-
nomic, and not merely postal,
objectives must be put in place

Pursue UPU policy on reform by
placing more emphasis on govern-
ance issues (commitment and
acceptance of responsibility on the
part of recipient countries)

Speeding up by governments of the
postal sector reform process based
on retaining universal service and

the introduction of sector regulation

Unless governance is strength-
ened, postal operators, especially
in Africa, will be affected, and this is
likely to reduce their economic
viability, thereby benefiting their
competitors

iv

International migration

Number of migrants
worldwide: approximately
200 million

Permanent phenomenon
which is growing steadily
for various reasons
(employment, conflicts,
natural disasters, etc.)

By facilitating migration, Posts make a
direct contribution to economic
development

Stronger links with the IOM

Diversification of activity: other
services to migrants (for instance,
making it easier to obtain official
papers)

Source of additional revenue

Develop appropriate products/
services




Trends

Impact on the UPU

Impact on the postal sector

iv International migration (cont.)

Fund transfers by mig-
rants: around 200 bil-lion
USD through official
channels, plus 100 billion
USD through unofficial
networks

Raising the awareness of member
countries and operators of the need to
position themselves to respond to
demand and provide a simple,

reliable, low-price service to the
population groups concerned in terms
of remittances. This would also reduce
the number of unofficial transactions

Setting up of a worldwide electronic
payments network based on the
UPU's IFS network and linking it to
other international networks

Convince operators of the need to
communicate on this subject

Multilateral agreement needed

Creation of electronic payment
services (IFS and/or others)

Quality, secure payment services
provided to customers at affordable
prices

Exchange of electronic payments
through the UPU network

Intensifying the impact of remit-
tances on economic and social
development (e.g. by providing
micro-credit solutions based on the
funds transferred, or by enabling
groups of migrants to send
collective remittances to their
countries of origin.

v The international security environment

Security will be an
increasingly frequent issue
because of the develop-
ment of terrorist, drug-
trafficking or money-
laundering networks

Need to step up security vigilance to
allow ongoing analysis of the risks and
the techniques used. Keep postal
administrations constantly informed of
any new developments in security,
especially as regards technology

Strengthen partnerships with
organizations responsible for security
(Customs, Interpol, IATA, etc.),
ensuring that the rules applied at
checkpoints do not impact negatively
on quality of service

Commitment by governments to
define any security rules applicable to
the postal sector in line with UPU
strategy

Security policy has to be built into
quality issues

Operators must increasingly build
the security issue into their
organizational planning (creation of
a security unit) and technological
planning (equip themselves to
identify dangerous items)

A growing number of dangerous
items will be transported via the
postal network

Development of Internet-
based fraud

With the development of the postal
network's electronic dimension, the
issue of Internet security will become
more and more pressing

The UPU will have to incorporate this
issue into its security policy and find

".post"-type and other solutions (see
1.1CT)

Operators should strive to integrate
the rules issued by the UPU and
should be involved in their
development within the UPU

vi Urbanization

Continuous migration of
rural population to cities
and slow, gradual deser-
tification of rural areas

Develop the postal economy as a
decision-making tool for operators
and governments (inter alia, for setting
up post offices)

Redefine the concept of universal
postal service (UPS)?

Increase in the cost of UPS

Concentration of postal activity in
certain urban centres, which would
affect postal transport and delivery
networks




Trends

Impact on the UPU

Impact on the postal sector

Vi Urbanization (cont.)

Increase in the urban
population

Cooperate with UN-HABITAT

Brief member countries on demo-
graphic developments, especially in
cities

Advise member countries on adapting
the urban postal network

Increase in the number of delivery
points, particularly in residential
buildings, which will make delivery
more difficult

This could result in increased costs
and longer waiting times at
counters

Investment/innovation will be
needed (opening more post offices
or partnership with other
institutions)

Improve coverage in outlying
metropolitan districts

Growing wealth of urban
populations

New services

Incorporation of ICT

Higher consumption of postal
services

Increased postal traffic, retaining
jobs

More and more "sensitive"
areas as a result of
increasingly precarious
urban conditions

Deterioration of the urban
habitat

Addressing problems/risk of more
undelivered mail

Need for specially trained staff

Need to reinforce staff and
premises security

vii Transport

The transport sector is an
essential vehicle of
economic growth

Globalization, especially as
the result of corporate
relocation, reinforces the
sensitive role of the
transport system in
maintaining the
manufacturer-consumer
link

Cost is a decisive factor in
the choice of transport

Document transport as opposed to
goods transport

More and more documents are being
transported via electronic networks:
interconnected local hybrid malil
centres will consolidate this trend,
requiring the UPU to adapt its
regulations in a context where
document transport by air will tend to
decline in favour of electronic
document transport. In this context,
transport will be electronic and
delivery physical. The terminal dues
system will be a determining factor in
that it represents a substantial share
of the total cost (70-80%)

The transport issue will also arise for
goods transport via the postal network
(parcels, EMS ...)

Increased competition between
operators will result in lower
transport costs and choice of the
least costly modes of transport; in
this connection, the cost of air
conveyance is also important

There are big regional
differences in transport
infrastructure

Inclusion of the lack of road and rail
structures in LDCs in strategic
considerations
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Impact on the UPU

Impact on the postal sector

vii Transport (cont.)

Development of E-com-
merce will affect logistics

Closer relations with IATA (new areas
for development)

Expansion of the Consultative
Committee to include transport (rail,
road or other)

Development of E-commerce
translates into increased single-
parcel traffic. Posts will have to
position themselves in this segment
using their competitive edge,
particularly as regards transport
costs and delivery network

Incorporation of the transport issue
into a comprehensive policy based
on the whole logistical chain
(warehousing, parcel make-up,
labelling, conveyance and delivery
...), responding mainly to parcel
traffic generated by E-commerce

Development of strategic or
commercial alliances between
postal operators and logistics
operators

In future, transport and
sustainable development
will become inseparable

Need to design policies in cooperation
with UNEP (in terms of raising postal-
sector awareness of environmental
issues)

The transport issue is fundamental
in the very short term for both
public and private postal operators

Increase in the number of
vehicles in general,
resulting in worse pollution
and access problems
(congestion in cities)

The postal sector could have a finger
pointed at it as a major polluter
because of its large vehicle fleet

Bad public image

Seeking solutions which
are less polluting, devel-
oping multimodal trans-
port, using/returning to
railways

Need to organize a conference on
transport issues, taking the envi-
ronment into account

Use of electric or hybrid vehicles in
cities

Substantial initial investments to be
expected for operators

Restrictions on flights,
lower speed limits in
Europe - congested
conurbation access routes
-> pollution

Making operators more aware of
environment-friendly practices

Impact on quality of service

A sharp rise in the cost of
a barrel of oll

Direct, immediate impact on the
financial situation of the whole mail-
processing chain and sup-
pliers/partners

viii

Health and populatio

=]

Expansion of the AIDS
epidemic in certain regions

Closer cooperation with the WHO on
awareness-raising and communication
campaigns in post offices

Poorer working conditions because
of high mortality rates in certain
areas
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Impact on the UPU

Impact on the postal sector

viii Health and populatio

n (cont.)

Threat of an avian flu
epidemic

Putting in place of an emergency
contingency plan in case of a pan-
demic

Study the possibility of including
samples exchanged between labo-
ratories among reduced-rate items

In the event of a pandemic,
foreseeable difficulties with postal
operations, interruption of service
as the result of contamination
hazards

Setting up of delivery networks for
anti-virus medicines for countries
with poor hospital infrastructures

Regional and national action plans

Faster ageing of the
world's population

Strategy on new services

Develop local services to provide
access to postal services for the aged

Develop savings or investment
schemes to attract the larger
number of pensions to the postal
network

Development of new local services

Establish the age pyramid of staff
for retirement planning purposes

ix Global warming

Rising sea levels

Need to put in place an awareness-
raising programme for the hardest-hit
regions and to draw up an action
programme with the Environment and
Sustainable Development Project
Group

Moving post offices from risk areas

Higher costs due to moving (or
rebuilding) post offices

Considerable impact on postal
infrastructure

General global warming
issues

Study possibilities for closer coop-
eration with international organizations
such as UNEP, UN-HABITAT, etc. The
UPU could be a vehicle/partner in
conveying key messages at world
level through the post office network

Stepping up of sustainable devel-
opment activity/putting in place of a
genuine strategy

Support for postal staff affected

(c.f. MOU with United Network
International, a trade union network)

Importance of actions
designed to mitigate global
warming (especially by
making more use of
renewable energies)

Identification and dissemination of
best practices could be organized

Need to reduce greenhouse gas
emissions

Need for accurate mapping of each
Post's vehicle fleet
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Regional perspectives

As mentioned in Chapter V, point F of the Nairobi Postal Strategy (NPS), regionalization is becoming
more and more relevant every day. This is one of the lessons the UPU learned when implementing
the Bucharest World Postal Strategy, but it is also a general trend and is one of the main drivers of
the NPS. The regional approach, taking into account, as it does, the principle of subsidiarity, which
avoids duplication and saves resources, means that the global Strategy also fully takes into account
the role of the regions, their views and their needs. With this in mind, the UPU has developed the
regional development plans (RDPs), which will be one of the main tools used to facilitate the regional
implementation of the global Nairobi Postal Strategy.

Development of the draft NPS has taken into account the role of the regions and has fully integrated
the regional dimension by considering the outcomes of a series of UPU round tables on strategy held
throughout 2007, in conjunction with meetings of the UPU Restricted Unions. As a result of the round
tables, the final version of the NPS encompasses regional views and approaches on key issues for the
future of the postal sector; a summary of the main priorities identified by each of the regions is given
below.

l. Priorities identified by the Regional Commonwealth of Communications (RCC) during the
Regional Round Table on Strategy in St. Petersburg on 21 June 2007

1 Improvement of the quality of service and postal network efficiency.

2 Development and application of information and communication technologies (ICTs).

3 Strengthening postal financial services.

4 Increasing human resources potential in the RCC participants’ countries.

5 Improvement in dialogue and communication between UPU and Restricted Unions.

6 Better interaction and cooperation.

1. Priorities identified by the Pan African Postal Union (PAPU) during the Regional Round
Table on Strategy in Nairobi on 18 and 19 July 2007

1 Improvement in letter post quality of service.

2 Development of the postal network in order to strengthen the postal presence in the African
region and thus stimulate an increase in postal traffic.

3 Diversification of the range of postal services in order to compensate for decreases in postal
traffic.

4 Improvement in postal business management (analytical accounting, statistics, knowledge of

the market).

5 Strengthening of human resource capabilities (training).
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Priorities identified by the Postal Union of the Americas, Spain and Portugal (PUASP)
during the Regional Round Table on Strategy in Montevideo on 3 and 4 September 2007
Reform of the sector.

Quality of service.

Universal postal service.

Human resource development.

Development cooperation.

Innovation.

Investment.

Priorities identified by POSTEUROP during the Regional Round Table on Strategy in
Vienna on 11 September 2007

Market development.

Quality of service.

Social responsibility.

Regulatory environment.

Priorities identified by the Caribbean Postal Union (CPU) during the Regional Round Table
on Strategy in Martinique on 27 September 2007

Regional postal harmonization and reform.

Operational capacity and initiatives.

New products and services.

Priorities identified by the Arab countries during the Regional Round Table on Strategy in
Jeddah on 13 November 2007

Restructuring and reform.

Quality of service.

Financial services.

Development and application of information and communication technologies (ICTs).

Development of UPU activities.

Priorities identified by the Asian-Pacific Postal Union (APPU) during the Regional Round
Table on Strategy in New Delhi on 30 November 2007

Improving quality of service.

Developing financial services.

Implementing the postal reform process.

Developing human resources.

Undertaking accounting and cost studies.

Understanding and developing the postal market.



VIIl. Priorities identified by the European Committee for Postal Regulation (CERP) during its
General Assembly in Baku on 5 December 2007

A need for postal reform, especially in the light of the changing regulatory environment.
Cooperation between all postal operators and actors.

A need for reform of the UPU.

A W N =

Use of the regional approach to reduce economic differences between different regions.
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Action plan guidelines

As mentioned in paragraph 38, Chapter V of the NPS, implementation of the objectives and strate-
gies is the responsibility of the UPU’s members. To this end, you will find indicated below a recom-
mended series of strategies (Action Plan Guidelines) to be implemented by the various responsible
parties (governments, designated operators, Restricted Unions and permanent bodies of the Union)
to achieve the global results of the NPS objectives.

Of course, account needs to be taken of the limited resources available at country level and, even
more importantly, at UPU level, which will oblige member countries to make the necessary choices.

Objective 1: Improving interoperability, quality and efficiency of the three dimensional
postal network in order to keep the sector relevant to market and customer
needs

Programme 1.1:  Enhancing quality of service and efficiency of the postal network

What can member countries (government, regulator, public postal operator, other operators, other
actors, etc.) do?
The different actors can take the following actions:

- identify the optimum solutions for enhancing quality of service (e.g. introduction of addressing
systems);

- define the quality objectives, specify the actions to obtain these objectives, execute and evaluate
these actions;

- take the necessary steps to ensure compliance with international quality of service standards.
What can the UPU bodies do?

They can take the following measures:

- identify solutions and recommend policies for enhancing quality of service (e.g. introduction of
addressing systems);

- develop adequate test methods for determining, evaluating and publishing the performance
levels achieved;

- develop actions in this field, in particular through technical cooperation, with a focus on helping
member countries to improve their management systems;

- implement projects aimed at improving the quality of service;
- inform member countries of case studies, best practices, etc.;
- coordinate or organize international testing;

- send out results.
Programme 1.2: Increasing the integrity, reliability and security of postal services

What can member countries (government, regulator, public postal operator, other operators, other
actors, etc.) do?



The various actors can take the following measures:

identify optimum solutions for increasing the integrity, reliability and security of postal
services;

establish security guidelines;

ensure and take the necessary actions to guarantee a reliable postal service;

allocate the necessary resources to improve the integrity and security of postal services;
strictly apply security rules;

have appropriate technologies at their disposal;

make postal employees aware of security issues and provide training;

exchange information on postal security issues.

What can the UPU bodies do?

They can take the following measures:

identify solutions and recommend policies for increasing the integrity, reliability and security of
postal services;

foster discussion between the different postal and non-postal partners (e.g. Customs) involved
in the integrity, reliability and security of postal services;

integrate the concerns and issues of non-postal partners (e.g. Customs) when developing
improved policies for guaranteeing the integrity, reliability and security of postal services;

design, develop and ensure follow-up of guidelines for the continuity of operations planning;
develop and supply regional training modules for postal employees;

cooperate with other international stakeholders on adequate test methods for determining,
evaluating and publishing the performance levels achieved;

develop actions in this field, in particular through technical cooperation, focusing on helping
member countries to improve their management systems;

implement projects aimed at improving quality of service;
inform member countries of case studies, best practices, etc.;
coordinate or organize international testing;

disseminate relevant information;

monitor security.

Programme 1.3: Improving the customer experience by developing the interoperability and inter-

connection of national postal networks by means of appropriate standards and
procedures

What can member countries (government, regulator, public postal operator, other operators, other
actors, etc.) do?

The different actors can take the following action:

assess the economic costs (in terms of economic and trade development for customers, citizens
and businesses) of deficient interoperability and interconnection of national postal networks;

identify solutions and recommend policies, using appropriate standards and procedures, for
developing the interoperability and interconnection of national postal networks;

define sound standardization policies for postal and delivery network services;

stimulate and implement standardization activities;



publish relevant standards;

use standardized measurement systems.

What can the UPU bodies do?

They can take the following measures:

estimate the economic costs (in terms of economic and trade development for customers,
citizens and businesses) of deficient interoperability and interconnection of national postal
networks;

establish open dialogue with international governmental agencies on any relevant matter related
to international postal interoperability and interconnection;

promote sound international postal interoperability and interconnection consistent with interna-
tional trade, financial and other relevant policies;

keep the Letter Post, Parcel Post and Postal Payment Services manuals up to date;
manage the development and approval process for UPU standards;

cooperate with other standardization bodies;

promote the use of UPU standards, particularly in technical operations;

encourage the use of technical tools to ensure the interoperability of networks and improve
quality of service;

disseminate the relevant information.

Programme 1.4  Stimulating the use of ICTs to improve the development of the postal networks

What can member countries (government, regulator, public postal operator, other operators, other
actors, etc.) do?

The different actors can take the following action:

develop an action plan for the implementation of their E-services strategy which takes into
account an increase in the amounts to be invested in the modernization of postal processes
using ICTs;

increase the amounts to be invested in network technologies to link all post offices in a global
network, for improved security and customer service;

increase policy cooperation, technical cooperation and development projects between local
customs, telecommunications and postal agencies in order to strengthen the local economy.

What can the UPU bodies do?

They can take the following measures:

establish a research capability to monitor progress with the deployment of E-services and ICTs
and provide benchmarking and best practice information;

implement greater flexibility in extra budgetary funding models for postal ICT and E-services
developments;

facilitate and improve the international and cross-border flow of postal items through increased
emphasis on electronic activities designated for this purpose;

work with governments and key stakeholders in helping them to develop an E-services strategy
and action plan for their country;

continue to define UPU standards in areas affecting ICTs and electronic services, such as hybrid
mail, electronic registered mail, secure electronic postal services, .post, E-shopping, and other
electronic postal services.



Objective 2: Stimulating a universal postal service adapted to the social, economic and

technological environment

Programme 2.1:  Stimulating the provision of a quality, affordable and universal postal service

adapted to technological changes

What can member countries (government, regulator, public postal operator, other operators, other
actors, etc.) do?

The different actors can take the following measures:

supervise and take the necessary steps to implement universal postal services;
extend access to collection and delivery services under the universal postal service;

make use of ICTs to develop products and services satisfying the criteria for a universal postal
service that is accessible, affordable and of good quality;

increase the use of ICTs for the modernization of postal processes, such as counter automation
systems, automated sorting and mailing machines, computer systems for Enterprise Resource
Planning, Management Information Systems, and general admini-stration.

What can the UPU bodies do?

They can take the following action:

monitor the degree of development of the universal postal service worldwide;

provide prospective scenarios on how technological change could affect provision of universal
postal service across regions;

foster open dialogue and exchange of experiences with other universal providers of infrastruc-
ture services;

study the implications and potential of the use of electronic postal services to fulfil universal
postal service obligations;

develop necessary policy and regulations concerning E-products and services in the Regula-
tions and Acts of the UPU.

Programme 2.2: Developing the universal postal service regulations and criteria

What can member countries (government, regulator, public postal operator, other operators, other
actors, etc.) do?

The different actors can take the following measures:

identify the constraints for providing a universal postal service;
identify universal postal service users’ needs and concerns;

define the content and scope of the universal postal service through a participative process
inclusive of all stakeholders, and ensure that this service is incorporated into the appropriate
legislative and regulatory texts;

define minimum quality objectives for the universal postal service that correspond to the public’s
expectations;

participate in UPU activities and studies pertaining to the universal postal service;

disseminate information and best practices.



What can the UPU bodies do?

They can take the following action:

continuously update member countries and provide them with guidance on defining stan—-dards
and criteria for the universal postal service in terms of quality, accessibility and customer satis-
faction;

develop activities and projects, particularly regarding the definition of the universal postal
service;

develop cooperation projects aimed at improving and extending the universal postal service at
international level;

disseminate information on models, concepts and standards for the provision of universal postal
service and best practices;

incorporate recommendations and strategies into integrated postal development plans (IPDPs)
and regional development plans.

Programme 2.3:  Ensuring that options for financing the universal postal service are developed and

understood

What can member countries (government, regulator, public postal operator, other operators, other
actors, etc.) do?

The different actors can take the following measures:

define the regulatory framework establishing the conditions for funding the universal postal
service;

define pricing rules for universal postal services;
assess multi-sector universal postal service funding strategies;

participate in forums dealing with this topic.

What can the UPU bodies do?

They can take the following action:

conduct economic research on universal service funding policies;

participate in international forums and conferences tackling the issue of universal postal service
funding;

support activities aimed at developing methodologies for defining the universal postal service
at regional level and share this information;

monitor the degree of development of these methodologies and disseminate the results;

benchmark universal postal service funding with the strategies and solutions adopted in the
provision of other infrastructure services;

incorporate recommendations and strategies into IPDPs and regional development plans.

Programme 2.4:  Improving access to universal postal service

What can member countries (government, regulator, public postal operator, other operators, other
actors, etc.) do?

The different actors can take the following measures:

develop a public-private partnership approach;

develop a franchising approach;



- organize consultation with all postal and non-postal stakeholders;

- explore the use of ICTs to fulfil universal service obligations.
What can the UPU bodies do?

They can take the following action:

- benchmark access improvement with ways developed by other infrastructure service providers
and network industries;

- design strategies for removing constraints on improving access at national and regional level;
- help developing countries obtain financing for improving access to universal postal service;

- monitor international official development assistance (ODA) obtained by developing countries
for extending access to services through postal infrastructures;

- incorporate recommendations and strategies into IPDPs and regional development plans;
- study the implications and potential of the use of electronic postal services to fulfil universal
service obligations.

Programme 2.5:  Understanding the economic and social benefits of a sustainable universal postal
service

What can member countries (government, regulator, public postal operator, other operators, other
actors, etc.) do?
The different actors can take the following measures:

- leverage the universal reach of the postal infrastructure for sustaining any relevant economic
inclusion policy, such as financial, trade or digital inclusion;

- develop public-private partnerships for filling missing gaps in the provision of basic infrastruc-
ture services;

- consider the postal infrastructure as essential in national development plans and poverty reduc-
tion strategies.

What can the UPU bodies do?

They can take the following action:

- demonstrate the positive side effects of universal postal service on economic and social deve-
lopment;

- measure the impact of universal postal service policies on economic inclusion policies;

- form partnerships with international donor agencies in order to design strategies aiming at leve-
raging postal infrastructure, so as to fill missing gaps in terms of provision of infrastructures and
ICT services in developing countries;

- provide guidance to member countries in order to take advantage of public-private
partnerships;

- participate in the construction of infrastructure performance indices worldwide.

Objective 3: Promoting the sustainable development of the postal sector and its
economy

Programme 3.1:  Improving remuneration systems between postal operators

What can member countries (government, regulator, public postal operator, other operators, other
actors, etc.) do?



The different actors can take the following measures:

identify all kinds of economic and trade distortions related to remuneration for the final delivery
of services;

define the regulatory framework regarding pricing;

follow up and participate in the design of international remuneration systems;
use international remuneration systems;

publish relevant standards;

use standardized measurement systems.

What can the UPU bodies do?

They can take the following action:

determine the costs in terms of economic and trade development losses introduced by distorted
remuneration systems;

determine the worldwide loss of value for the postal sector resulting from distorted remunera-
tion systems;

conduct studies and analyses regarding the establishment of sound and market-compatible
remuneration systems taking into account the growing multi-operator environment;

benchmark with remuneration systems applied in other non-postal networks for the final deli-
very of services;

recommend coherent remuneration systems for different postal products and services;
establish non-discriminatory remuneration systems;

take into full account possible development of services liberalization at the World Trade Orga-
nization;

disseminate information on the remuneration system.

Programme 3.2:  Developing statistical and accounting procedures (costing and cost accounting)

What can member countries (government, regulator, public postal operator, other operators, other
actors, etc.) do?

The different actors can take the following measures:

include postal indicators among broader infrastructure development indicators;

participate in the development of major international infrastructure and logistics performance
indices;

monitor investment in the postal infrastructure;
foster the use of international accounting standards;

introduce cost accounting systems to show the costs of the various services and their compo-
nents;

introduce or improve statistical and accounting procedures relating to international services.

What can the UPU bodies do?

They can take the following action:

identify the most relevant postal indicators to be included in international infrastructure and
development indices;

cooperate in terms of statistical methodology and data with the major international agencies in
charge of establishing infrastructure indicators and development indices;



determine the amount of official development assistance ODA (grants + preferential lending)
invested in postal infrastructure and sector every year;

dedicate resources for capacity building for the implementation of international accounting
standards;

encourage and support regional cooperation among least developed countries in order to
improve their accounting and statistical systems;

conduct studies and analyses and help member countries by introducing these systems;
improve the necessary data collection;

disseminate information about best practices for the application of cost accounting systems.

Programme 3.3  Strengthening the reform of the postal sector and the UPU

What can member countries (government, regulator, public postal operator, other operators, other
actors, etc.) do?

The different actors can take the following measures:

identify the contributions of the postal sector to economic development and trade;
incorporate postal reform into broader development, trade and infrastructure policies;

where relevant, link postal reform to poverty reduction strategies and the achievement of Millen-
nium Development Goals;

organize reform that includes all postal stakeholders and relevant non postal stakeholders;
take into account technological change;

consider capacity building for postal sector employees;

strengthen management skills in the postal sector;

set political objectives for the reform process at national and regional level;

within the framework of appropriate national policies, put in place measures to promote a legal
and commercial framework favouring the transformation of postal structures;

allocate the necessary resources for reforming the postal sector;

follow up and monitor the postal reform process;

evaluate the public postal operator’s business model and adapt it if necessary;
focus on quality and on services adapted to customers’ needs;

participate actively in the work related to the reform of the UPU.

What can the UPU bodies do?

They can take the following action:

strengthen the IPDP approach by linking postal reform to broader relevant key policy issues;
form partnerships with international donor agencies to help member countries finance reform;
produce economic research on postal reform and regulation in developing countries;
measure the economic and social benefits of successful postal reforms;

benchmark postal reform with other infrastructure reforms;

recommend reform strategies focused on adding value to the sector and on increasing sustai-
nability of reforms;

incorporate reform issues into regional development plans;

collect and make available complete information on examples of successful reform projects
already carried out and the conclusions drawn from their assessment;



- strengthen communication activities relating to the postal reform process and its benefits;

- assist member countries in preparing postal reform projects and provide methodological
support;

- foster regional cooperation for reforming the postal sector;
- adapt the UPU structure in line with changes.

Programme 3.4:  Promoting environmental protection and sustainable development including the
social dimensions

What can member countries (government, regulator, public postal operator, other operators, other
actors, etc.) do?

The different actors can take the following measures:

- make production of postal services compliant with environmentally-friendly standards;

- take into account possible difficulties in the application of restrictive environmental standards
by least developed countries;

- leverage postal networks for promoting broader environmental protection and sustainable
development policies.

What can the UPU bodies do?

They can take the following action:

- recommend inclusive policies able to reduce risks for the environment and promote the sustai-
nability of other development policies;

- include the environmental dimension in quality of service policies;

- support regional efforts for converging towards more effective environmental standards;

- form partnerships with international agencies in major actions targeting environmental protec-
tion and sustainable development.

Programme 3.5:  Increasing awareness of the role of the postal sector in the information society

What can member countries (government, regulator, public postal operator, other operators, other
actors, etc.) do?

The different actors can take the following measures:

- include the utilization of postal networks and services when formulating national ICT policies;

- develop a sector strategy for electronic postal services that supports United Nations recogni-
tion of the essential role of the postal sector in the development of the information society;

- encourage cooperation between postal operators and external partners to enable developing
countries to equip themselves with the necessary infrastructure, technology, and know-how
and thus contribute to reducing the digital divide.

What can the UPU bodies do?

They can take the following action:
- develop policies on the participation of the UPU in the information society;

- develop closer links with the Global Alliance for ICT and Development and other relevant UN
and development organizations, as well as with donors, to mobilize resources in the implemen-
tation of information society capacity-building projects in the postal networks;

- advocate for the role of the postal sector in the information society;

- prepare benchmarks and share best practices in the area of new technologies.



Objective 4: Fostering growth of the postal market(s) and services
Programme 4.1:  Providing market and sectoral research and responding to customer needs

What can member countries (government, regulator, public postal operator, other operators, other
actors, etc.) do?

The different actors can take the following measures:

- develop and improve knowledge and understanding of postal markets;

- undertake customer-oriented reforms, including structural reforms and the re-engineering of
systems and processes;

- develop marketing expertise and help to share experience in all areas concerning customer
issues;

- measure customer satisfaction on a regular basis.
What can the UPU bodies do?

They can take the following action:

- develop tools to help operators to better respond to customer needs;

- monitor market trends and issues that will have an impact on the postal business;
- improve knowledge of markets;

- encourage and facilitate the adoption of best practices;

- maintain statistical data.
Programme 4.2: Modernizing and diversifying postal products and services

What can member countries (government, regulator, public postal operator, other operators, other

actors, etc.) do?

The different actors can take the following measures:

- implement the reform process;

- participate in the transformation and modernization of the UPU by taking an active part in
discussions on the Union’s missions.

What can the UPU bodies do?

They can take the following action:
- continue efforts to transform and modernize the Union;
- identify and analyze the expectations of member countries with regard to the Union;

- continue to improve the management, organization and operation of the International Bureau in
order to respond to the needs of member countries;

- promote transparency in decision-making processes within the Union;
- monitor the progress made and disseminate the results;

- improve the capabilities of the Union bodies by developing human resource skills.
Programme 4.3:  Stimulating the growth of the market through the use of new technologies

What can member countries (government, regulator, public postal operator, other operators, other
actors, etc.) do?
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The different actors can take the following action:
- highlight the importance of ICTs in the postal sector as a stimulator rather than a threat;

- develop electronic postal services on both a domestic and international scale, as a means of
bringing about economic benefits, market expansion and improving the cross-border flow of
postal and financial items;

- consider the contribution of the postal network when developing policies and strategies in the
areas of E-business and E-government.

What can the UPU bodies do?

They can take the following action:

- facilitate and improve the international and cross-border flow of postal items through increased
emphasis on electronic activities designated for this purpose;

- develop a communications programme to inform the sector of E-services, their benefits, and
industry best practices.

Programme 4.4:  Fostering cooperation and interaction among all postal sector players

What can member countries (government, regulator, public postal operator, other operators, other
actors, etc.) do?
The different actors can take the following measures:

- facilitate the establishment of a framework for stakeholder dialogue on the basis of their capa-
bilities and needs;

- develop partnerships with stakeholders.
What can the UPU bodies do?

They can take the following action:

- establish and extend the structured dialogue involving all stakeholders, including public/private
partnerships;

- provide methodological assistance by developing a mechanism for implementing and promo-
ting information and communication programmes among postal sector partners.

11
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Description of the structure and content of the Nairobi Postal Strategy document

(CONGRES-Doc 38)

The Nairobi Postal Strategy (NPS) document (CONGRES-Doc 38) lays solid foundations for global,
regional and national strategic planning processes within the postal sector. It forms the basis of
the UPU Programme and Budget, reflects the dynamic development of the Union, and seeks to

map out the future of the postal sector as a whole.

The Nairobi Postal Strategy is presented in the form of a single document, namely CONGRES-Doc
38, and consists of six chapters and five annexes, as briefly described below:

Chapter I - Nairobi Postal Strategy -
Overview

Chapter I, reproduced in full in this booklet,
comprises a one-page table summarizing the
architecture of the Strategy, which is
essentially composed of three main parts:

- four pillars: the four objectives
proposed by the Strategic Planning
Group and subsequently endorsed by
the 2008 CA and POC;

- three axes: interconnection,
development and governance;

- three dimensions: physical, electronic
and financial.

The pillars of the Strategy are structured
around the following four programme-driven
objectives for the entire Union, designed to
respond to specific global, regional and
national challenges:

- improving the interoperability, quality
and efficiency of the three-dimensional
postal network in order to keep the
sector relevant to market and customer
needs;

- stimulating a universal postal service
that is adapted to the social, economic
and technological environment;

- promoting the sustainable development
of the postal sector and its economy;

- fostering the growth of the postal
market(s) and services.

Eighteen strategic programmes then
translate how the four objectives will be
implemented through action undertaken by
all the actors concerned.

Chapter II - The UPU's mission

Chapter II discusses the current UPU
mission statement and refers to the fact that
recent studies and authoritative opinions,
and the activities developed by the Union
and its members, seem to indicate that there

may be a case for UPU members to consider
updating and modernizing the current
mission statement.

Chapter III - Bucharest World Postal
Strategy (BWPS): Summary of results
achieved and lessons learned

Even though a separate, comprehensive
report (CONGRES-Doc 16) on the
implementation of the BWPS is to be
presented to Congress, it was decided that
Chapter III of the Nairobi Postal Strategy
document should comprise a brief summary
of the conclusions drawn from the
implementation of the BWPS. The reasoning
is that the results attained and the lessons
learned in accomplishing the BWPS
objectives will have a key impact on the main
drivers that will influence the successful
implementation of the Nairobi Postal
Strategy.

Chapter IV - Postal scenarios and global
trends

Chapter IV briefly describes the results of
work undertaken by the UPU's Strategic
Planning Group to identify the anticipated
trends, developments and challenges in the
postal sector that the UPU is expected to face
over the 2009-2012 period, and which will
therefore influence the period covered by the
Nairobi Postal Strategy.

Chapter V - Strategic direction

The architecture of the Nairobi Postal

Strategy and its core elements are described

in detail in chapter V of the document, which

comprises five sections:

- a brief introduction to the NPS
objectives and programmes, the pillars
of the strategy;



- an explanation of the "support" and
"development" programmes that will
help to achieve the goals of the NPS;

- a detailed description, reproduced in
full in this booklet, of the four proposed
objectives and their 18 associated
programmes;

- an introduction to the link between the
regional perspective (i.e. how the NPS
takes account of different regional
needs) and implementation of the NPS;

- and, finally, a few words on the actual
implementation of the proposed NPS
objectives and programmes.

Chapter VI - Performance indicators

Chapter VI describes the future publication
of continuously updated performance
indicators which will be used to gauge the
level to which member countries and the
UPU permanent bodies — in fact, the UPU as
a whole - attain the key objectives in the
Nairobi Postal Strategy.

Annex 1 - UPU indicators

Annex 1 contains an example of a set of key
performance indicators which are focused on
linking the implementation of the Bucharest
World Postal Strategy (BWPS) objectives and
programmes to the three-dimensional postal
network (physical, electronic, financial) and
the three axes of UPU activity
(interconnection, development, governance).

Once approved by the 2008 Congress, it is
intended to review, continuously update and
publish, for the period 2009-2012, UPU
indicators that show the extent of the
implementation of the objectives and
programmes defined within the Nairobi
Postal Strategy.

Annex 2 - Postal strategy report cards

Annex 2 contains an example of a report card
which is focused on the implementation of
certain programmes contained within the
BWPS objectives.

Once approved by the 2008 Congress, it is
intended to review, continuously update and

publish, for the period 2009-2012, postal
strategy report cards that show the extent of
the implementation of the objectives and
programmes defined within the Nairobi
Postal Strategy.

Annex 3 - International environment and
global trends

As mentioned in Chapter IV of the Nairobi
Postal Strategy document, in defining its
strategy for the years ahead, the UPU has to
take account of its environment in the broad
sense.

Annex 3 describes nine topics which may
have an impact on the postal sector and
which may then have an indirect connection
with UPU  activities. Challenges and
opportunities and key environmental trends
are also described.

Annex 4 - Regional perspectives

As mentioned in Chapter V, point D, of the
Nairobi Postal Strategy document,
regionalization is becoming more and more
relevant every day. With this in mind, the
Nairobi Postal Strategy has fully integrated
the regional dimension not only into its
development but also into its
implementation. Annex 4 therefore includes
a summary of the main priorities identified
by eight Restricted Unions, each one
representing the interest of a specific region,
during a series of Regional Round Tables
held throughout 2007.

Annex 5 - Action plan guidelines

In Chapter V of the Nairobi Postal Strategy
document, the observation is made that
implementation of the objectives and
strategies of the Nairobi Postal Strategy is
the responsibility of the UPU's members.

To this end, Annex 5 details a series of
recommended strategies or guidelines to be
implemented by the various responsible
parties, in order to achieve the results of the
NPS objectives.



Nairobi Postal Strategy — Overview

"The Postal Sector — an essential component of the global economy"

Mission

Objective 1

Objective 2

Objective 3

Objective 4

Improving the interop-
erability, quality and
efficiency of the three-
dimensional postal net-
work in order to keep the
sector relevant to market
and customer needs

Stimulating a universal
postal service adapted to
the social, economic and
technological environment

Promoting
sustainable
development of the
postal sector and its
economy

Fostering the growth
of the postal
market(s) and
services

Programmes

1.1 Enhancing quality of
service and efficiency
of the postal network

2.1Stimulating the
provision of a quality,
affordable and
innovative universal
postal service adapted
to technological
changes

3.1Improving remu-
neration systems
between postal
operators

4.1Providing market
and sectoral
research and
responding to
customer needs

1.2Increasing postal
integrity, reliability
and security

2.2 Developing universal
postal service
regulation and criteria

3.2Developing
statistical and
analytical/cost
accounting
procedures

4.2Modernizing and
diversifying
postal products
and services

1.3Improving the cus-
tomer experience by
developing the inter-
operability and
interconnection of
national postal net-
works by means of
adequate standards
and procedures

2.3Ensuring that options
for financing the
universal postal
service are developed
and understood

3.3 Strengthening
reform of the
postal sector and
the UPU

4.3 Stimulating
market growth
through the use
of new techno-
logies

1.4 Stimulating the use of
ICTs to improve the
development of the
postal networks

2.4Improving access to
universal postal
service

3.4Promoting
environmental
protection and
sustainable
development,
including the
social dimensions

4.4 Fostering coop-
eration and
interaction
among all postal
sector players

2.5Understanding the
economic and social
benefits of a
sustainable universal
postal service

3.5Increasing aware-
ness of the role of
the postal sector
in the informa-
tion society

Electronic

Supported by the Programme and Budgets 2009-2010 and 2011-2012

The mission of the UPU is to stimulate the lasting development of efficient and accessible
universal postal services of quality in order to facilitate communication between the
inhabitants of the world by: (see Preamble to the Constitution)
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A description of the four proposed objectives and eighteen associated programmes

Objective 1:

Description:

Programme 1.1:

Description:

Programme 1.2:

Description:

Programme 1.3:

Description:

Programme 1.4:

Description:

Improving interoperability, quality and efficiency of the three dimensional
postal network in order to keep the sector relevant to market and customer
needs

The UPU will focus on a better, accessible, secure, interoperable and efficient
universal postal service which is relevant to market and customer needs and
seeks to grow the overall market. The concept of interconnection is one of the
major challenges facing the sector in the world today. For the UPU member
states, the interconnection of postal networks and, in a wider sense, of all the
players in the postal sector is of fundamental importance. Operators are more
business-oriented and technical cooperation that is based on a business
approach becomes more and more frequent. In particular, greater emphasis will
be placed on:

Enhancing quality of service and efficiency of the postal network

Reliable and consistent quality of service that meets customer demand is of
paramount importance for the development and growth of the postal sector, and
will increase the efficiency of the three dimensions of the postal network, namely
physical (including letters, parcels, EMS), electronic and financial. The UPU
should step up its activities in this area, particularly as the need for quality
grows and competition intensifies.

Increasing postal integrity, reliability and security

As customers have increasing demands for quality, problems with integrity,
reliability and security should be addressed and results improved.

Improving the customer experience by developing the interoperability and
interconnection of national postal networks by means of appropriate standards
and procedures

The need to develop, improve and manage UPU standards and procedures in
order to ensure the interoperability and interconnection of the three-dimensional
postal network is confirmed at national and international level and is becoming
an increasingly important issue in meeting market and customer requirements.

Stimulating the use of ICTs to improve the development of the postal networks

As customer needs become more demanding and more sophisticated, activities
should be undertaken to promote the use of information and communication
technologies (ICTs) to improve the postal network. It will be critical to define and
use appropriate standards to ensure the development of internationally
interoperable postal networks that also interconnect with important partners
such as the customs and airlines sectors. At the same time, steps should be
taken to emphasize the importance of ICTs in the postal sector by focusing on
training postal workers in the use of new technologies and by stressing that ICTs
should be seen as an opportunity to modernize and diversify products and
services, rather than as a threat.



Objective 2:

Description:

Programme 2.1:

Description:

Programme 2.2:

Description:

Programme 2.3:

Description:

Programme 2.4:

Description:

Programme 2.5:

Description:
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Stimulating a universal postal service adapted to the social, economic and
technological environment

The mission of the UPU is to serve as the single worldwide forum for industry
and government to work together to develop, adopt and improve the regulatory
framework for the provision of, and access to, universal postal service. To be
successful in this area, technical cooperation at the highest political level is
necessary and should focus on the following issues:

Stimulating the provision of a quality, affordable and innovative universal postal
service adapted to technological changes

In order to make possible effective communication and commerce between
people around the world and to promote social and economic development, UPU
member countries should ensure that the operators responsible for providing the
universal postal service comply with the offers of postal services and the quality
standards in force. But as communication technologies converge, the concept of
universal postal service may need to evolve accordingly to meet the changing
needs of customers and to take advantage of the new efficiency and quality gains
offered by these innovations.

Developing the universal postal service regulations and criteria

Providing member countries with guidance on how the universal service is
evolving, keeping in mind the wide national and regional differences in terms of
economic development and customer expectations, continues to be of paramount
importance for the UPU.

Ensuring that options for financing the universal postal service are developed and
understood

Analyzing the issue of universal postal service financing in the event that the
market is unable to bear the cost is crucial in supporting the existence of the
universal postal service.

Improving access to universal postal service

Providing improved access to posting, to delivery and, finally, to postal services
at affordable prices is still crucial for the UPU, which should encourage the
operators responsible for providing the universal postal service to provide acces-
sible services while taking into account national needs and specificities,
including the use of ICT-based innovations and hybrid services to improve
access.

Understanding the economic and social benefits of a sustainable universal postal
service

The economic and social aspects of the universal service are of crucial
importance and have to be given consideration. A sustainable universal service
may enhance the role of the postal service as an intermediary between
businesses and consumers, providing benefits for both sides. The role of the
universal service as a channel for the distribution of goods and an instrument
for regional policies are just two of the positive approaches to justify the need for
a universal service.



Objective 3:

Description:

Programme 3.1:

Description:

Programme 3.2:

Description:

Programme 3.3:

Description:

Programme 3.4:

Description:

Programme 3.5:

Description:
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Promoting the sustainable development of the postal sector and its
economy

Provide support and assistance to the membership in executing the UPU's
objective of promoting the sustainable development of the three-dimensional
postal sector based on the single postal territory. In this regard, the aim is to
continue:

Improving remuneration systems between postal operators

A requirement to continue the development of such systems between postal
service providers based on sound economic principles and quality of service
performance is clear. There is also a need to further adapt the clearing and
remunerations system in line with the changes in the regulatory environment
and other international obligations on the one hand, and with the commercial
and operational needs of the sector on the other.

Developing statistical and accounting procedures (costing and cost accounting)

Further development and implementation of standardized cost accounting
systems is an area in which continued activity is required.

Strengthening the reform of the postal sector and the UPU

Member countries should fully understand the structure and needs of the postal
sector and the changes it is undergoing. Moreover, governments should
encourage operators and give them the flexibility to adapt to these changes.
Raising governments' awareness and encouraging them to seek funding sources
for postal reform projects (including reform of the UPU) is essential for
promoting the effective and successful reform of the postal sector. In order for
this to be carried out effectively, account must be taken of the country-specific
conditions on the one hand, and on international trends on the other, in order to
meet present and future customer requirements.

Promoting environmental protection and sustainable development, including the
social dimensions:

The UPU should be committed to social responsibility towards postal employees,
society and the environment by undertaking further activities to ensure the
sustainable development of postal services and to anticipating technological,
ecological and regulatory changes.

Increasing awareness of the role of the postal sector in the information society

The outcomes of the UN World Summit on the Information Society (WSIS)
recognized the postal sector as a key facilitator in the development of the
information society, in cooperation with other international organizations active
in this field. Working partnerships for capacity building with these organizations
should continue to be developed to ensure resources are mobilized efficiently
and effectively on common projects to bridge the digital divide and foster
physical, financial and electronic inclusion, with special emphasis on rural and
underserved areas.



Objective 4:

Description:

Programme 4.1:

Description:

Programme 4.2:

Description:

Programme 4.3:

Description:

Programme 4.4:

Description:
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Fostering growth of the postal market(s) and services
The necessary actions are to be undertaken by all postal players (government,
regulator, public postal operator, other operators, other players, etc.) on
questions related to the development of the postal market in meeting customer
requirements, more specifically, in the following fields:
Providing market and sectoral research and responding to customer needs
Developing suitable tools for providing appropriate information to the postal
stakeholders on the one hand and for better understanding the needs of
customers on the other.

Modernizing and diversifying postal products and services

Postal services should be adapted to customers' expectations in view of the
dramatically changing market and the growing demands of customers.

Stimulating the growth of the market through the use of new technologies
Access to information, experience and know-how, etc. regarding new technology
will improve understanding of what product development and improvements are
possible using new technology, and can thus help to grow the business.

Fostering cooperation and interaction among all postal sector players

The UPU is the ideal forum for dialogue and for all stakeholders to work together
in order to better understand customer needs.
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24th CONGRESS

Resolution
Nairobi Postal Strategy
Congress,

Taking account of:

- the fruitful and intensive discussions which took place during the UPU's Strategy
Conference in Dubai in November 2006;

- the work of the Council of Administration and the Postal Operations Council in the area of
strategic planning;

- the conclusions and views expressed during a series of regional round tables, held through-
out 2007, which provided over 150 countries with the opportunity to discuss the draft
Nairobi Postal Strategy while outlining their own regional priorities;

- the results of the work of Congress as a whole,

Also taking account of

the draft Nairobi Postal Strategy, prepared collaboratively by the CA, the POC and the
International Bureau, which takes account of the views expressed during a general consultation

of the Chairmen of the CA and POC Committees, Action Groups and Project Groups, all Union
member countries, and the Restricted Unions,

Aware
of the continuing need to adapt the provision of postal services to developments in the postal envi-
ronment and the changing needs of customers,

Approves

the Nairobi Postal Strategy,

Appeals urgently

to governments, postal administrations and the Restricted Unions to take all necessary action to
implement the Nairobi Postal Strategy, adapting it as necessary to their regional, national and
legislative particularities,

Invites

the regions and the Restricted Unions to integrate the relevant elements of the Nairobi Postal
Strategy into their respective priorities and action programmes,

Instructs

the permanent bodies of the Union, in accordance with the provisions set out in the UPU's
General Regulations:

- to implement the objectives and programmes defined in the Nairobi Postal Strategy;

- to take without delay, within the framework of their respective competencies, all appropriate
measures to attain the objectives set and, to this end, determine means of implementing the
strategies to achieve the expected results;

Pro
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- to regularly examine the state of implementation of the Nairobi Postal Strategy and, follow-
ing this examination, to:
. make whatever changes in direction and adjustments that are necessary;

. reassign available resources, whilst noting that the degree of implementation of the
Nairobi Postal Strategy will be subject to the ceiling of expenses set and approved by
Congress as well as by the budget established and approved by the newly-elected CA;

- to support member countries in the implementation of the Nairobi Postal Strategy, in par-
ticular by establishing procedures for carrying out the strategies;

- to regularly disseminate the results achieved to Union member countries;

- to report to the next Congress on the results achieved and the experiences recorded.

Reasons. - See CONGRES-Doc 38 and proposal 28.



