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Faktory ovlivnujici poptavku

po vnitrostatnich postovnich sluzbach

Na pocatku roku 2007 Cesky telekomunikaéni ti¥ad ve spolupraci s institutem pro vyzkum trhu
GfK Praha provedl vyzkum zakaznické spokojenosti s poskytovanim postovnich sluzeb nazvany
Vyzkum Ceska posta 2007. Z provedeného priizkumu vyplynula zejména tato vybrana zjisténi:

@ \/étsSina zakaznikl se domniva, Ze ma o sluz-
bach Ceské posty dostatek informaci (59 % ob-
¢anil a 86 % firem). Na druhé strané se vsak
ukazalo, Ze o fadé vymozenosti, jeZ jsou zakazni-
kiim k dispozici, vi jen mala ¢ast z nich (dodavani
zmocnénci 8 % obcand, dosilka 6 % obcan( aj.).
ZlepSovani informovanosti zakaznikil je proto vel-
kym Gkolem do budoucna jak pro Ceskou postu,
tak i pro CTU. Vétsina zakaznikii ziskava potiebné
informace u nékteré z post (66 % obcant, 58 %
firem). Znacna ¢ast jich ziskava informace z bro-
Zur a letakd, jez jsou k dispozici u post (36 % ob-
ganti a 55 % firem). Z webovych stranek Ceské
posty ziskavaji informace predevsim firmy (45 %).

@ V oblasti kvality dodavani byl zjistovan z hle-
diska kvality nejdilezitéjsi idaj, a to jak Casto se
adresati setkavaji s tim, Ze si museji vyzvednout
postovni zasilku na posté, prestoze byli v dobé do-
davani doma. Celkem 34 % oslovenych obcanti se
setkalo s tim, Ze povinny pokus o dodani do jejich
bytu nebyl u€inén.

@ Dostupnost sluzeb post a poStovnich schra-
nek byla hodnocena pozitivné. Mnohem mensi
spokojenost je s oteviraci dobou post, s Cekaci
dobou pFi obsluze a s dostupnosti personalu
u posty.

@ Obecné plati, ze vétsina zakaznik( neni spo-
kojena s cenou (zhruba dvé tretiny). S rychlosti
dodani je spokojena vétsina zakaznikl - zhruba
80 %. Celkova spokojenost se sluzbami Ceské
posty je u obcanti 72 % a u firem 78 %. Tyto vy-
sledky je mozné porovnat napt. i s mirou spokoje-
nosti zakaznikd se sluzbami postovnich zprav
v zahranici, kde typickym znakem tohoto oboru je
velmi vysoka spokojenost (v zapadni Evropé do-
sahuje zpravidla pres 90 %). Toto hodnoceni vy-
sledkii Ceské posty rovné? ukazuje na vetsi
zakaznickou spokojenost s konkurenty Ceské
posty (TNT Post 87 %, UPS 88 %, DHL 89 %).

Napriklad v roce provadéného vyzkumu posta
dorucila témér 11 % obycejnych zasilek opozdéné,
cozZ je vice nez 63 milion( zasilek.

Pro postovni sektor nejsou jiz nékteré vztahy,
které podminovaly trh poStovnich sluzeb tak silné
jako v minulosti a odrazi se v téchto faktorech:

- Ekonomicky rlst neni tak silnym determinan-
tem objemu postovnich zasilek jako v minulosti.
Reklamni a balikové zasilky jsou stale podminéné
ekonomickou aktivitou hospodarstvi. Transakéni
zasilky jsou podminéné méné a na korespondenci
a listovni zasilky zmény ekonomiky témér nepii-
sob.

- Rist populace a zvySovani Zivotni tirovné oby-
vatel ma pozitivni dopad na hlavni zasilkové toky

22 [ {Logistic News

(vysSi vydaje domacnosti na sluzby, telekomuni-
kace, kabelové TV, pojisténi, bankovnictvi pred-
stavuji zvySovani poctu zasilek ticetnich doklad,
oznameni, vypisl apod.). Vyzkumy prokazaly, ze
domacnosti s vy$sim vzdélanim a vyssimi prijmy
obdrZi cca 5bkrat vice reklamnich zasilek nez do-
macnosti s niz8imi prijmy.

- jestlize se zméni dosavadni poStovni smérovaci
Cislo pridélené adresatovi, aby pouZiti poStovni
adresy napsané zplsobem, ktery byl pozadovan
v minulosti, nemél vliv na poskytnuti poStovni
sluzby,

- zajistit vSeobecnou dostupnost kvalitnich za-
kladnich sluzeb.

U alternativnich nahrad klasickych poStovnich
sluzeb se v priibéhu roku 2007 potvrdil predpo-
klad z minulych let, kdy se ve vé&tSi mite zacaly
prosazovat na trhu nékteré sluzby zalozené na vy-
uzivani Sirokopasmového pristupu. Z hlasovych
sluzeb se jedna zejména o sluzbu prenosu hlasu
prostrednictvim IP protokolu (VoIP). Nejvyznam-
néjsi vyuzivanou technologii byla technologie
xDSL. Pocet castnikl sluzeb poskytovanych
v mobilnich sitich vyjadreny v poctu aktivnich
SIM karet dale vykazoval nariist, Ize ale predpo-
kladat, ze se priblizuje hranici nasycenosti po-
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- Rist obchodniho sektoru v ekonomice stimu-
luje rlist objemu poStovnich zésilek. V sou¢asném
vyvoji hospodarstvi soustreduji narodni poStovni
operatofi svoji pozornost predevsim na rostouci
pocet malych a strednich podnik.

- Demografické faktory piisobi na trh postov-
nich sluzeb komplexné - predpoklady o tom, ze
mlada generace bude vyuzivat postovni sluzby
méné nez predchazejici, se zatim projevuji spora-
dicky. Migraéni procesy, predevsim prichod lidi
z rozvojovych zemi do vyspélych statd Evropy
maze zplsobit pokles poctu zasilek na jednu do-
macnost.

S ohledem na uvedené skutecnosti prokazané
prizkumy, existuji poZzadavky na zlepseni obsluhy
zakaznikd, které mohou ovlivnit zajem o postovni
produkty. Tyto pozadavky zahrnuiji:

- aby pokyny, které zakaznik dava v souvislosti
s dodanim, byly akceptovany v dobé co nejkratsi,

- aby zakaznici ve velkych méstech méli moznost
vyzvedavat ulozené posStovni zasilky a poukazané
penézni ¢astky i v nedéli a o svatcich,

- aby pristup do budovy posty byl z¥izen jak pro
osoby s omezenou pohyblivosti, tak i pro osoby
s kocCarkem s ditétem,

ptavky. Nadale rostl celkovy objem provozu
v mobilnich sitich p¥i soucasné rostoucim prii-
mérném provozu na Ucastnika. Graf znazorniuje
v procentech osoby vyuzivajici internet nejen pro
osobni komunikaci, ale i pro komunikaci se zamé-
stnavatelem, penéznimi tstavy a verejnymi insti-
tucemi na tkor bézného postovniho styku. Pravé
v této oblasti Ize o¢ekavat pokles obycejnych i do-
porucenych listovnich zasilek.

Na zavér konstatuji, Ze podle Smérnice
2002/39/ES mél byt trh postovnich sluzeb plné li-
beralizovany v roce 2009, ale na zakladé jednani
vlad ¢lenskych statl EU ze dne 1. 10. 2007 se
tento termin pro Uplné otevreni poStovniho trhu
EU posouva o dva roky, tj. na rok 2011. Navic 11
z 27 Clenskych statt EU (Lucembursko, Ceska re-
publika, Madarsko, Slovenska republika, Polsko,
Litva, LotySsko, Kypr, Recko, Malta a Rumunsko)
ziskalo vyjimku v podobé prodlouzeni konec¢ného
terminu pro plné otevreni trhu konkurenci o dalsi
dva roky, tj. do roku 2013. Tyto zavéry vstoupily
v platnost 20. 2. 2008 smérnici 2008/6/ES Ev-
ropského parlamentu a Rady, kterou se méni a do-
pliuje Smérnice 97/67/ES. O
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Factors Affecting Demand
for Domestic Postal Services

At the beginning of 2007 the Czech Telecommunication Office in cooperation with the
market research institute GfiK Praha carried out a research of customer satisfaction with
provided postal services called Czech Post Research 2007. The research has in particular

brought the following selected findings:

® Most customers think they have enough
information about the Czech Post services (59 %
of citizens and 86 % of companies). On the other
hand, it has turned out that only a small part of
them knows about a range of conveniences that
are available to customers (delivery to a
fiduciary 8 % of citizens, mail forwarding 6 %
of citizens, etc.). It means improving customer
awareness is a big challenge into the future both
for the Czech Post and the Czech
Telecommunication Office. A majority of
customers receives necessary information from
a post office (66 % of citizens, 58 % of
companies). A great deal gets information from
brochures and leaflets distributed in post offices
(36 % of citizens and 55 % of companies).
Information from the Czech Post website is
acquired mainly by companies (45 %);

@ The most important quality indicator has
been examined in the field of the delivery quality:
how often it happens to addressees that they have
to pick up a postal matter in a post office despite
the fact they were at home at the time of its
delivery. In total 34 % of respondents have
experienced a situation that an obligatory attempt
to deliver to their home has not been made;

@ Accessibility of postal services and letter
boxes has been assessed positively. A much
lower rate of satisfaction prevails in the field of
post office opening hours, waiting times and
availability of post staff members;

@ It generally applies that most customers are
not satisfied with the prices (about two thirds).
A majority of customers is satisfied with the
delivery speed — about 80 %. Overall satisfaction
with the Czech Post services has been expressed
by 72 % of citizens and 78 % of companies. The

results can be compared for example with the
rate of satisfaction of customers with postal
services abroad, where the sector is typically
characterised by a high satisfaction rate (it
usually exceeds 90 % in the Western Europe).
The evaluation of the results of the Czech Post at
the same time shows a higher satisfaction rate
than in case of Czech Post’s competitors (TNT
Post 87 %, UPS 88 %, DHL 89 %).

For example in the year of the research the
post delivered almost 11 % of ordinary
consignments late, which means more than
63 million consignments.

In the postal sector, certain relations that used
to condition the postal service market so
strongly in the past, are not so strong as in the
past and are reflected in the following factors:

- The economic growth does not determine the
volume of mail matters so strongly as in the
past. Advertising and parcel consignments
continue to be conditioned by the economic
activity of the economy. Transaction
consignments are conditioned less and
correspondence and letter matters are affected
by changes in the economy only marginally;

- The population growth and the increasing
living standard of citizens has a positive impact
on the main consignment flows (higher
households’ expenditures on services,
telecommunications, cable TV, insurance, banking
services mean a growing number of mailed
accounting documents, notices, statements, etc.).
Researches have shown that households having
higher education and higher income receive
about 5 times more advertising mail than
households having lower income;

- Growth of the commercial sector in the
economy stimulates growth of
the volume of mail matters.
Under the current economical
development national post
operators focus their attention
particularly on the growing
number of small and medium
enterprises.

- Demographic factors affect
the postal service market
comprehensively - the
expectations that the younger
generation would use postal
services less than the
preceding one have so far
showed themselves only
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sporadically. Migration processes, especially an
influx of people from developing countries to the
European developed countries, may cause a drop
of the number of mail matters per household.

In view of the above mentioned facts proved
by surveys, there are requirements for improved
customer service that may affect the interest in
postal products. Those requirements include:

- Instructions provided by the customer in
relation to delivery should be accepted as soon
as possible;

- Customers in big cities should have an option
to pick up stored mail and money also on
Sundays and public holidays;

- Access to post office buildings should be
made possible to handicapped people and people
with prams;

- In case the existing postal code allocated to
an addressee changes, use of postal address
written in the original way should not affect
provision of the postal service;

- General accessibility of quality basic services
should be secured.

In case of alternative substitutions of
traditional postal services the expectation from
the preceding years proved true in 2007: some
services based on broad-band access started to
be used in a larger extent. Out of voice services it
is especially a voice transmission service through
the IP protocol (VoIP). The most important used
technology was xDSL. The number of
subscribers to services provided in mobile
networks expressed in the number of active SIM
cards has continued to grow, but it can be
expected it has come close to the demand
saturation point. Similarly the overall volume of
activity in mobile networks has been growing,
while the average subscriber activity has
increased too. The chart shows the number of
people (%) using internet not only for the
purpose of personal communication but also for
communication with the employer, financial
institutions and public authorities at the expense
of the traditional postal service. It is this area
where we can expect a drop of the number of
both ordinary and registered letters.

Finally, let me say that according to the
Directive 2002/39/EC the postal service market
should be fully liberalised in 2009, but based on
the negotiations of the governments of the
members states held on 1 October 2007, the
deadline for full opening of the EU postal market
will be postponed by two years, i.e. till 2011.
What more, 11 out of 27 members states
(Luxembourg, Czech Republic, Hungary, Slovak
Republic, Poland, Lithuania, Latvia, Cyprus,
Greece, Malta and Romania) have achieved an
exception in the form of prolongation of the final
deadline for full opening to competition by extra
two years, i.e. till 2013. Those conclusions came
into force on 20 February 2008 in the form of
Directive 2008/6/EC of the European
Parliament and of the Council amending
Directive 97/67/EC. O
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