GUIDELINES
on drawing up the general conditions regarding the provision of postal services 
The General conditions regarding the provision of postal services encompass the minimum content provided for in the General authorisation regime for the provision of postal services (point 3.14). These will be included in the provider’s commercial offer and will stand for the general clauses of the contract which the provider will conclude with the sender.
Note: The General conditions regarding the provision of postal services must be drawn up in a clear, comprehensible and accessible form so as to be easily understood by the users. 
The providers will avoid using therein notions or provisions that are unclear or could cause confusion, such as, for instance, using words as ”dispatch”, “ware” etc. and any other notions which are not used in the legislation in force in the postal field, or making references to notions such as “transport” in the meaning of “supply” or “delivery”, or “collection”  in the meaning of “clearance” etc.
The general conditions must include the following:
0. The postal provider’s identification information (name; unique registration code/fiscal identification code; social headquarters etc.)
1. Conditions of acceptance of the postal items, respectively rules which the postal item must meet in view of the conclusion or performance of the contract for the provision of postal services
A. Mandatory acceptance conditions:

a) the wrapping, respectively the labelling of the postal item, notably as regards the fragile merchandise or those requiring special handling (e.g. wrapping means, mentions on the acceptance/refusal of fragile merchandise etc.);

Note: The provider will be able to clear postal items containing merchandise for which special transport and preservation conditions are set out by administrative, economic, sanitary, veterinary, phytosanitary or other similar legal requirements only if it holds all the approvals and authorisations required for the transport, handling and storage of such merchandise.
b) the conditions for returning the postal item to the sender/integrator (e.g. means for handing in the postal item; charging of a fee etc.);

c) the postal items refused at clearance (e.g. postal items whose clearance is forbidden by the law; postal items that cannot be processed with the provider’s regular staff and means etc.);

d) only in the case of the Cash on delivery, Paper money order and insured items service: the maximum admitted limit of the Cash on delivery amount, of the money order, respectively of the insured value;

Note: The maximum limit of the insured value will be established as well in the cases where the insurance of the merchandise at the value declared by the sender/integrator is offered by the provider as an additional characteristic. If this is NOT offered, the provider must expressly mention it in the general conditions regarding the provision of postal services. 
e) only in the case of the Cash on delivery and Paper money order: the currency admitted in which the amounts of money can be collected, respectively paid, in the case of the Paper money order service and Cash on delivery service;

f) the type of postal items, domestic or cross-border, which are subject to the postal service (it will be mentioned one of the following variants: only domestic; only cross-border; domestic and cross-border).

B. Optional (but advisable) acceptance conditions, in addition to the mandatory acceptance conditions specified under letter A above:

a) the size of the postal item;

b) the weight of the postal item;

c) the concrete means of submitting the postal item, in keeping with the characteristics of the postal service, as well as the resources, and means of transport and handling at the provider’s disposal; 
d) the filling out of the identification information and address of the sender or addressee (e.g. type of writing; addressee’s identification information etc.)
Note: the postal provider has the obligation to accept the postal item even though this does not have on it the sender’s identification data, except for the Cash on delivery and Paper money order services which require the provider to collect the postal items only if the sender has correctly and completely indicated all his/her identification data.
e) the minimum or maximum amount of postal items which can be subject to the postal service;
Note: in the case of Direct mail service, the minimum number of postal items deposited at the same access point, at the same time, is 500. 
f) the geographic areas where the provider can deliver the postal items by its own means and the geographic areas where it would need another provider to perform the delivery, for each postal service;
g) the proof of identity/capacity as representative of the sender for the person submitting the postal item at the man-served access point;

h) the means of payment of the due tariff for the postal service.
Note: The postal secrecy is inviolable, the withholding, opening or disclosure of the content of the postal items being allowed only pursuant to the law.
2. Quality requirements which the postal services are to meet (and the provider undertakes to observe):

· the express indication of the delivery times for all or each of the types of postal services specified in the notification and 
· the express indication of the term for returning the postal item to the sender or integrator for all or each of the types of postal services specified in the notification.
Additionally to these, depending on the type of notified services, the provider will expressly indicate the following terms:

· in the case of Cash on delivery service - the term for returning the counter-value of the merchandise subject to the postal item to the sender or the integrator (the term for returning the amount cashed in from the addressee);
· in the case of Advice of delivery service - the term for remitting to the sender or integrator the proof of delivery of the postal item subject to this service, confirmed in writing by the addressee or the authorised person;
Note: The provider has the obligation to deliver the postal item subject to the Advice of delivery service only on the condition the addressee or the person authorised to receive the postal item confirms, in writing, the reception of the postal item, by clearly indicating the day, respectively the surname and first name, his/her relation to the addressee, and by adding the signature on the form used by the provider therefor.
· in the case of the registered item service:

a) the term in which the sender or the integrator can request the proof of submission or delivery of the postal item and

Note: this term may NOT be less than 9 months from the date the provider cleared the respective postal item.

b) the term in which the provider will communicate the requested proof;
· in the case of the insured item service:
a) the term in which the sender or the integrator can request the proof of submission of the postal item;
Note: this term may NOT be less than 9 months from the date the provider cleared the respective postal item.

b) the term in which the provider will communicate the requested proof;
· in the case of the Express service - the guaranteed delivery times, which are calculated from the submission of the postal item and will necessarily meet the following requirements:
a) in the case of domestic postal items, the express indication of the delivery times which are not to exceed 12 hours in the same locality, 24 hours between county municipalities and within the county, respectively 36 hours between any other two localities;

b) in the case of cross-border postal items collected on Romanian territory:

· the time while the postal item is on the Romanian territory may not exceed the limits specified at letter a);

· in the case of cross-border postal items cleared on the Romanian territory to be delivered to an addressee from an EU or EEA Member State – the express indication of the guaranteed times, expressed in hours, for the period while the postal item is outside the Romanian territory.

Note: In the case of postal services (implicitly those subject to cross-border postal items), the delivery times will be unambiguously indicated (in their entirety), calculated from the induction of the postal item in the provider’s postal network up until its delivery to the addressee (irrespective if there are several providers involved or not in the provision of the postal service). The same obligation applies concerning the other terms above. 

3. Indication of the keeping term in view of its delivery to the addressee for the postal item which could not delivered to the addressee (the keeping term from the moment the addressee was notified thereon) – except for the postal items subject to Express and Special delivery services
Notes: The provider will indicate a clear term, taking into account that it cannot be less than 5 days from the date of notifying the addressee thereon.

This may not incur the payment of additional fees.
The notification must comprise at least the following:
· the date on which the addressee was notified;

· the term of keeping the postal item at the addressee’s disposal;

· the name, address and public working hours of the contact point from which the postal item can be picked up.
4. Determination of the conditions in which the provider’s contractual liability in relation to the sender is involved:
· in case of loss (total or partial), theft, damage (total or partial), deterioration, non-performance of the additional characteristics to the postal services, in accordance with the provisions of Articles 42, 43, 44, 46 and 47 of Government Emergency Ordinance no. 13/2013 on postal services, with the subsequent amendments and completions, in keeping with the types of notified postal services – minimum (mandatory)
Note: As well, the provider can establish conditions in which the sender’s contractual liability is involved, as well as any other obligations of the latter.

· clauses on the aggravated liability, including in case of non-observance of each delivery time and, respectively, returning time, set in line with the provisions above – optional but advisable.
· in the case of Express service, the conditions in which the contractual liability is involved in relation to the sender will be necessarily established for the late delivery of the postal item considering the service characteristics, notably as far as the delivery times are concerned (liability per hour/hours -  e.g. per 1h/3h/6h/12h of delay).
5. Express indication of the keeping term for the postal items which were not delivered to the addressee nor returned to the sender.
Note: The provider will indicate a clear term, taking into account that it may not be less than 9 months from the date of submission of the postal item.

6. Setting up of a simple, transparent and accessible mechanism for resolving the complaints lodged by the users, in particular in relation to the loss, theft, total/partial damage, deterioration of the postal items, as well as non-observance of the quality of service requirements. The mechanism for resolving the complaints must necessarily specify: 

A. The person who can lodge the complaint (the provider must expressly specify that the complaint may be equally lodged by the sender or the addressee).
B. The submission and, correlatively, confirmation of receipt of the complaint (e.g. the complaint may be submitted personally, the plaintiff being communicated the number under which the respective complaint was registered; it can also be submitted by e-mail/fax, the plaintiff being communicated the number under which the respective complaint was registered by the same means or another means expressly requested by the plaintiff; it can also be submitted by means of the confirmation of receipt service, such confirmation being certified by the document attesting the delivery of the postal item, thus confirmed in writing by the provider on the form used therefor etc.).
C. The timeframe for lodging the prior complaint 
Note: This timeframe may not be less than 6 months, calculated from the date of submission of the postal item.
D. Procedures that would allow for the fair and prompt resolution of the complaints, in particular concerning the accepted proofs, corresponding to the event subject to complaint (e.g. the set up procedure will refer, but will not limit, to the steps the provider is to take in view of resolving the case; the plaintiff’s making available of the relevant information concerning the event; the proofs necessary for settling the complaint which the plaintiff must submit, such as - depending on the event subject to complaint - the wrapping of the postal item, the copy of the invoice or the bill certifying the payment of the service, the copy of the report of findings etc.).
E. Complaint resolution timeframe
Note: This term, cumulated with the term specified under letter F below, may not exceed 3 months, calculated from the date on which the complaint was lodged. 
This term includes: the timeframe necessary for analysing the complaint and communicating the response to the complaint, as well as the term (set according to letter F) for the return or compensation of the prejudice.
F. The timeframe and means of payment), return or compensation of the prejudice, in the case of grounded complaints (the provider will expressly indicate the timeframe in which the payment will be done, as well as the payment modality - including the corresponding currency - which can be done, for instance, in cash, by payment order, by money order etc.). 
Note: In the case of grounded complaints, the compensations will be rightfully granted in this timeframe, without the need for an express request therefor from the user.

Signature of the representative of the applicant/provider
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