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Foreword 

This document (EN 14012:2008) has been prepared by Technical Committee CEN/TC  “331”, the secretariat 
of which is held by NEN. 

This European Standard shall be given the status of a national standard, either by publication of an identical 
text or by endorsement, at the latest by May 2009, and conflicting national standards shall be withdrawn at the 
latest by May 2009. 

This document supersedes EN 14012:2003. 

Attention is drawn to the possibility that some of the elements of this document may be the subject of patent 
rights. CEN [and/or CENELEC] shall not be held responsible for identifying any or all such patent rights. 

The content has been extensively revised to reflect: 

 an increased requirement for postal operators and organizations to demonstrate a stronger focus on 
providing a quality mail and associated complaint handling experience to postal users; 

 limiting the number of measuring parameters; and  

 stronger alignment with ISO 10002 adhering to the measuring method described in the first edition of 
EN 14012 means that also the measuring requirements of this revised 2nd edition of EN 14012 are 
met. Annex F contains general information regarding measuring and reporting of complaints based on 
the criteria described in the first edition of EN 14012 and included in Annex I. However this revised 
second edition of EN 14012 contains more requirements on improvements and corrective actions 

According to the CEN/CENELEC Internal Regulations, the national standards organizations of the following 
countries are bound to implement this European Standard: Austria, Belgium, Bulgaria, Cyprus, Czech 
Republic, Denmark, Estonia, Finland, France, Germany, Greece, Hungary, Iceland, Ireland, Italy, Latvia, 
Lithuania, Luxembourg, Malta, Netherlands, Norway, Poland, Portugal, Romania, Slovakia, Slovenia, Spain, 
Sweden, Switzerland and the United Kingdom. 
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