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 2019/2020 FIRST QUARTER (JULY – SEPTEMBER, 2019)   QUALITY OF SERVICE FOR COURIER OPERATORS
______________________________________________________________________________

1.0 INTRODUCTION
The Communications Act 2016 mandates MACRA to regulate the postal and courier sector.  The Act provides for the regulation and control of the courier services through monitoring to effect compliance with licence terms and conditions.
Malawi Communications Regulatory Authority (MACRA) has thirteen (13) licenced courier operators.   These operators are categorised in their respective area of operational jurisdiction and all offer a wide range of postal and courier services.  
1.1 LICENSED COURIER OPERATORS LIST  (CATEGORISED) 

International Commercial Courier
· Air Cargo
· DHL
· Fed Ex Express
· GLENS (ARAMEX)
· Posts Courier
· Xerox  UPS
· Domestic Commercial Courier 
· Ampex Courier
· G4s Courier
· Speed Courier
· VB Courier

· Domestic (Inter-City) Commercial Courier
· Kwezy Courier
· SOSOSO Courier 
· Ankolo.com Courier
2.0	QUALITY OF SERVICE (QoS) PERFORMANCE
In fulfilment of its mandate to monitor performance of all licensed operators, MACRA carried out Quality of Service proof of delivery sampling tests for the period July – September,2019.   The monitoring involved analysis of submitted proof of delivery waybills and physical spot visit checks made to the outlets of the operators thereof.
2.1   QOS ASSURANCE THROUGH REGULATORY ATTENTION  
In the analysis, performance was measured in terms of 
· Service accessibility
· Customer satisfaction (in terms of liability and inquiries handling
· Speed and reliability
· Security of mail, operational staff and customer transmission time i.e. from date of posting to actual date of delivery of the courier items.  
There are three service categories that MACRA used to analyze performance namely:
1. Same day delivery -12hrs
2. Overnight delivery -24hrs
3. 48hrs service

· Same day means intracity delivery of mail/parcels(within the same city)
· 24 hrs period means inter-city delivery of mail/parcels (within the cities of Blantyre, Zomba, Lilongwe and Mzuzu
· 48hrs period means period allowed for delivery of mail/parcels outside the cities



3.1.1	PERFORMANCE OF COURIER OPERATORS
MACRA target is achievement of 98% delivery in all service categories. Below is an average summary of how the operators performed in all the categories.


ALL CATEGORIES PERFORMANCE










48hrs


4.0	 CHALLENGES
One of the major challenges still being faced in the sector is the influx of illegal courier operators.   The Authority has expanded the licensing structure to attract more firms which are operating within small market segments which will in turn level the playing field for all operators.   
Furthermore the Authority will periodically publish list of legal operators to ensure consumers do business with licensed operators.
5.0	CONCLUSION
The courier service sector is an important component of the economic sector of the country as it contributes significantly to the nations GDP.
MACRA strives to ensure compliance with legislation regulations is followed.  This is done through ensuring all operators are given a clear sense of what to strive for and how to reach targets through setting, measuring and publishing standards.
The Authority commends all operators for reaching their targets as seen in the period under review and will continue to monitor all operators in order to ensure all licensed operators meet the set service requirements. 

24hrs Category


24hrs	Ampex	DHL   	FEDEX	G4S	Postscourier	Kwezy	Sososo	xerox	Speed	Aramex	Air Cargo	ankolo.com	98	98	98	100	100	100	98	100	100	100	


48 HRS

48hrs	Ampex	DHL   	FEDEX	G4S	Postscourier	Kwezy	Sososo	xerox	Speed	Aramex	Air Cargo	ankolo.com	Kwezy	Ampex	DHL   	FEDEX	G4S	Postscourier	Kwezy	Sososo	xerox	Speed	Aramex	Air Cargo	ankolo.com	Kwezy	100	



ALL CATEGORIES

12hrs	Ampex	DHL   	FEDEX	G4S	Postscourier	Kwezy	Sososo	xerox	Speed	Aramex	Air Cargo	ankolo.com	100	100	98	100	24hrs	Ampex	DHL   	FEDEX	G4S	Postscourier	Kwezy	Sososo	xerox	Speed	Aramex	Air Cargo	ankolo.com	98	98	98	100	100	100	98	100	100	100	48hrs	Ampex	DHL   	FEDEX	G4S	Postscourier	Kwezy	Sososo	xerox	Speed	Aramex	Air Cargo	ankolo.com	100	



12hrs Category

12hrs	Ampex	DHL   	FEDEX	G4S	Postscourier	Sososo	Speed	xerox	Speed	Aramex	Ankolo.com 	Air Cargo	Kwezy	100	100	100	100	
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