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1. INTRODUCTION
The postal sector in Montenegro has a significant infrastructure that provides access to networks and services essential to the development of economic activities and efficient functioning of the economy and society. For this reason, providing universal postal services is of public interest to Montenegro. Having this in mind, further improvement of the business environment in this area is of primary importance for sustainable operation and development of postal business entities, as well as for the development of new services based on modern technologies and adapted to the needs of modern users.

The postal services market in Montenegro is in the process of permanent changes, structural and operational, with the aim of better adaptation to the information communication environment that is in full developmental momentum. The development of postal activity and postal services must follow the development of information communication technologies and new development trends, so that postal operators can respond to all the challenges that this accelerated development brings and be prepared to adapt to users' expectations and demands.

With policies in this area, Montenegro encourages the development of competition in the postal services market, with the obligation to improve the universal postal service quality and find a more efficient and sustainable model for its financing.

Change in social factors, as well as corresponding demographic trends (migration, ageing, urbanisation, educational structure, etc.) have direct, and under certain conditions, a relatively strong impact on the scope and structure of postal services. The demand for modern services has increased, according to the needs of users in terms of speed and quality of services provided.

Modern lifestyle imposes the postal services providers the need to fight, not only the competition in the domain of physical postal items, but also those who offer new products and services based on information communication technologies that know no state borders. In this regard, Montenegro is obliged to constantly adapt its primary and secondary legislation, in accordance with the international legislative framework governing the postal activity.

The Strategy for the Development of Postal Activity for the period 2008-2018 stipulated the principles of postal activity development and liberalisation of the postal market in Montenegro, harmonised the objectives and policy of protecting market freedom, interests of the economy, citizens and postal services users and provided the availability of universal postal services, as well as prerequisites for the development of new postal services. For the implementation of the above goals, the Action Plan for the implementation of strategic goals was established, with a given time dynamics of implementation. The activities planned in the previous period have been fully implemented, with the exception of activities related to the creation of a new postal code in Montenegro, the implementation of which is on-going.

The new Strategy for the Development of Postal Activity in Montenegro for the Period 2019-2023 (hereinafter referred to as “the Strategy”), in accordance with Article 62 of the Law on Postal Services (hereinafter referred to as “the LPS”), shall regulate the objectives, as well as the postal market medium-term development policy. The preparation of this document has also been envisaged by the PPCG and the Work Programme of the Government of Montenegro for 2018.
2. ANALYSIS OF THE SITUATION
2.1. LEGISLATIVE AND REGULATORY FRAMEWORK 
Over the past period, there had been significant structural and systemic changes in the postal services sector, both in European countries and in Montenegro. The European Commission encouraged the transformation of the postal services market by opening the market and creating a competitive environment. The general framework and time schedule for the liberalisation of the postal market were created for all EU member states, as well as for candidate countries. 

The development of the postal market in the EU countries was regulated by the European Commission with postal directives: 97/67/EC, 2002/39/EC and 2008/06/EC. The aim of these directives was to encourage the development and competitiveness in the postal services market, with the provision of efficient, reliable and quality postal services to all residents of EU member states and candidate countries, at affordable prices, through the appropriate regulatory framework.

The legislative framework and analysis of the postal market indicators in the European Union and Montenegro for the period 2012-2016 are presented below.
2.1.1. Legislative Framework
2.1.1.1. International Legal Framework
The strategic and legal framework regulating the postal services market in the European Union consists of three directives. Directive 97/67/EC of the European Parliament, also called the First Postal Directive, is the basic regulatory framework for the postal market. It includes measures for guaranteeing the provision of universal service and establishing the maximum scope of reserved services that member states may retain for providers of the universal service (hereinafter referred to as “the US”), with the aim of greater market opening towards competition and creation of internal postal market.

The Second Postal Directive – Directive 2002/39/EC, encourages the liberalisation of the postal market through gradual reduction of reserved services, with the ultimate aim of full access to all segments of the postal services market to all interested and capable service providers.

The process of liberalisation of the postal services market has been completed by the adoption of the Third Postal Directive in 2008 – 2008/6/EC, which abolishes the monopoly in the postal services market, i.e. abolishes the exclusive or reserved rights to provision of certain postal services. The Directive defines the time frame for opening the internal postal services market. At the same time, it stipulates common rules pertaining to the calculation of net costs of providing the US, compensation mechanisms for the net cost of providing the same (compensation fund, budget, public procurement), as well as maintaining the prescribed quality of service provision, at acceptable prices, for all users. 

All three postal directives provide a regulatory framework for the provision of the US in all elements, taking into account its specificities. There are principles that member states must adhere to in the manner prescribed by the Directives, but certain provisions have left the possibility of adapting regulations to national specificities. Thus, for example, the US financing methods are not strictly prescribed, but the states have been given the possibility to choose the method of financing unfair financial burden of the Universal Postal Operator (hereinafter referred to as “the UPO”) from several possible sources: revenues from universal service provision, compensation fund and public finances. 

The Directives are legally binding for EU members in terms of the norms set out therein. They are not directly applicable, but the legislator may and must to a certain extent specify the details of implementation of the directive through implementation in the existing legal provisions, which thereby become harmonised with the objectives of the relevant directive. 

In addition to the above, international postal traffic is subject to acts, regulations and recommendations of the Universal Postal Union, which Montenegro, as a member state, is obliged to ratify and apply.
2.1.1.2. National Legal Framework
Establishing a modern and comprehensive legislative framework, in accordance with relevant international standards, is one of the key preconditions for efficient postal market development.

By abolishing the reserved services, i.e. abolishing the exclusive right of reserved postal service provision, as of 1st January 2013, Montenegro has completely liberalised the postal services market. In this way, the basis for the smooth development of competition and equal inclusion of the Montenegrin postal market in the European postal market in the coming period has been created.

Postal services in Montenegro are regulated by the Law on Postal Services and bylaws. In addition to the above, the Assembly of Montenegro also adopts the laws on ratification of the UPU acts.

The LPS ("Official Gazette of Montenegro", No. 57/11, 55/16 and 55/18) stipulates that the Government of Montenegro (hereinafter referred to as "the Government"), the ministry competent for the field of postal activity (hereinafter referred to as "the Ministry”) and the Agency for Electronic Communications and Postal Services (hereinafter referred to as "the Agency") shall have the authorisations in the field of postal services. 

The Government shall establish:

· Draft Laws passed by the Assembly;

· Strategy for the Development of Postal Activity;

· Conditions and the method of using the postal network of the universal postal operator in extraordinary situations.
The Ministry shall adopt the following acts:

· Rulebook on the Provision of Postal Services – this Rulebook shall regulate the detailed conditions and manner of provision of postal services, criteria for provision of postal services, deadlines for transport and delivery of postal items, dimensions and manner of postal items packaging, as well as the density of access points of postal network of the universal postal operator, manner of handling postal items that are forbidden to be sent because they contain prohibited substances and objects, manner of opening and inspection of postal items and handling undeliverable postal items, postal seals, as well as other matters relating to the provision of postal services;

· Rulebook on the Nomenclature of Postal Services – this Rulebook shall contain the nomenclature of postal services by type, rate and weight of postal items, distance zone and value scale for postal services in internal and international postal traffic;

· Rulebook on the Manner of Issuing and Use of Postage Stamps – this Rulebook shall stipulate the manner of issuing and use of postage stamps;

· Rulebook on the Amount of Flat and Annual Fees for the Provision of Postal Services.

Within its competencies, the Agency shall adopt regulations, issue licences for the provision of postal services, as well as other tasks stipulated by the Law, namely:

· Rulebook on the Procedure and Criteria for the Selection of the Universal Postal Operator – this Rulebook shall stipulate the procedure and criteria for the selection of the universal postal operator by a public tender;

· Rulebook on Detailed Conditions for the Provision of Universal Postal Service – this Rulebook shall stipulate the minimum conditions to be fulfilled by the postal operator for the provision of the universal postal service, in terms of: postal network capacity, density of access points, technical conditions for the provision of the universal postal service, conditions regarding the expertise of staff and the number of employees, as well as other matters relating to the functional provision of the universal postal service. The conditions for the provision of the universal postal service shall be determined on the basis of the Law on Postal Services, Rulebook on Postal Services and acts of the Universal Postal Union;

· Rulebook on the Method of Keeping Accounting Records and Calculation of Net Cost of the Universal Postal Operator – this Rulebook shall stipulate the method of accounting, keeping accounting records and cost accounting, the manner of preparation of regulatory reports and other information that the universal postal service operator shall be obliged to submit to the Agency, as well as instructions for the method of calculation of net costs of the universal postal operator;

· Rulebook on Criteria for Determining the Prices of Universal Postal Service – this Rulebook shall stipulate criteria for determining the prices of universal postal service;

· Rulebook on the Type and Manner of Submitting Postal Operators Data – this Rulebook shall determine the types of data that postal service operators shall be obliged to submit to the Agency and shall stipulate the manner of their submission and publication.

The universal postal operator, as the holder of a special licence for the provision of universal postal service, shall, within its competencies, adopt the following acts:

· Rulebook on Postage Stamps and Insured Items;

· Rulebook on the Organisation of Postal Network of the Post Office of Montenegro; 

· Rulebook on the Manner, Conditions and Price of Access to the Postal Network of the Post Office of Montenegro and Other Postal Operators; 

· Programme for the Implementation of Measures for the Prevention of Money Laundering and Terrorist Financing; 

· General Terms and Conditions for the Provision of Commercial Postal Services of the Post Office of Montenegro;

· General Terms and Conditions for the Provision of the Universal Postal Service of the Post Office of Montenegro; 

· Rulebook on the Collection and Processing of Statistical Data on Postal Services and Gross Work at the Post Office of Montenegro. 

Other postal operators shall adopt:

· General Terms and Conditions for the Provision of Postal Services and

· Postal Services Pricelist.

2.1.2. Regulatory Framework and Competences of the Agency
The LPS has defined the competencies of the Agency as an independent regulatory body in the postal services market, in particular in the part related to: issuing and revoking licenses, issuing extracts from the register, establishing criteria for determining prices of the universal postal service, verification of calculation of net costs of the universal postal service, monitoring of situation and development of postal services market, taking measures for ensuring the competitiveness in the market, professional supervision of the work of postal operators, decision making on users' complaints, international cooperation with authorities and bodies of the Universal Postal Union and the European Union, as well as with regulatory bodies competent for the area of regulation of postal services.

  

Montenegro, which is currently at the stage of pre-accession negotiations for membership in the European Union, has so far adapted its regulation in the field of postal services to the recommendations of the European Commission. Postal services are covered by negotiating chapters III and VIII. Negotiating Chapter III includes the area of rights to enterprise establishment and freedom of provision of services, within which the aim of opening the postal services market for competition has been set, while providing a sustainable US. Negotiating Chapter VIII includes the competition policy, and in this sense, the EU acquis in this area covers the policy of fight against monopoly and state aid control.

Overview of harmonisation of national legislation with the European Union directives is given in Table 1.

	Directive
	Basic recommendations
	Regulation harmonisation

	Directive

96/67/EC
	· US provision
· Criteria for determining the set of reserved services for US providers and conditions governing the provision of non-reserved services

· Establishing quality standards for US

· Establishing technical standards

· Establishment of independent regulatory bodies
	Fully harmonised

Fully harmonised

Partly harmonised

Partly harmonised

Fully harmonised



	Directive 2002/39/EC
	· From 2003: letters below 100g

· From 2006: letters below 50g

· Specifies the minimum scope of US

· Recommends a compensation fund

· Stipulates applications and issuance of licences

· Defines the quality of postal services

· Contains provisions regarding prices and separate accounting

· Defines tasks of the regulatory body
	Fully harmonised

Fully harmonised

Fully harmonised

Fully harmonised

Fully harmonised

Fully harmonised

Fully harmonised

Fully harmonised



	Directive 2008/06/EC
	· US provision
· US financing under conditions that guarantee sustainability

· US price transparency policy

· Establishing quality standards of US provision and forming a system that would be in accordance with these standards,

· Harmonisation of technical standards 
	Fully harmonised

Fully harmonised

Fully harmonised

Fully harmonised

Partly harmonised

Partly harmonised


Table 1
As already mentioned, Montenegro has adapted its regulation in the field of postal services to EU recommendations. However, in the implementation of part of the mentioned regulation, it faced difficulties in the implementation process itself. One of the goals of this strategy will also include mechanisms for addressing the difficulties identified in the implementation of regulation.
2.2. ANALYSIS OF THE POSTAL SERVICES MARKET
In the analysis of the degree of development of postal services and market in Montenegro (with an emphasis on the UPO operation and as the dominant business entity in this sector), the benchmarking method was used, i.e. the method of comparison with markets of the European countries in relation to the main market indicators: amount of postal services, concentration of competition, as well as financial and other indicators.

2.2.1. European Postal Services Market
Postal services play an important role in the efficient and dynamic single European market and are of crucial importance for companies and citizens of the European Union. The European Commission is working to improve the quality of delivery and access to postal services and aims to fully form and optimise the functioning of the single market for postal services.

Direct contribution of postal services to the European market and economy is shown in Figure 1:

· The European Union's economy – the postal sector's revenue amounts to 91 billion euros and represents 0.72% of the gross domestic product of the European Union (letter-post services themselves generate 44 billion euros in revenue or 0.34% of GDP, and the number of letters is 82 billion).

· E-commerce – parcel services are dynamically growing in terms of volume of traffic and play an important role in e-commerce development. 
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Figure 1
Postal Services Revenue Trends by Countries for the Period 2012-2016

(USO area, base 2012=100)

Bulgaria, Greece, Croatia, Cyprus, Latvia, Lithuania, Hungary, Sweden, Great Britain, Iceland, Macedonia, Serbia

The graphs in Figures 2 and 3 show the trend in the number of letter-post items (compared to the reference year 2012) covered by the US scope, realised by postal service providers in 20 countries shown
. We can clearly see the constant trend of decrease in the number of letter-post items in almost all countries in the observed five-year period. This decrease ranges from 20% (with the exception of Greece that has a more significant decline), and the average decline in the fifth year of the reference period is 14%.
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Figure 2
Number of Letter-Post Items in Internal Postal Traffic
Belgium, Bulgaria, Germany, Greece, France, Montenegro, Croatia, Italy, Cyprus, Latvia, Lithuania, Luxembourg, Hungary, Malta, Portugal, Sweden, Great Britain, Iceland, Macedonia, Serbia
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Figure 3
Trend in Volume of Letter-Post Items in Internal Postal Traffic

The price trend of postal services for standard letters (category I, up to 20 g) in national traffic (compared to the reference year 2012) in the US scope for the period 2012-2016 is shown in Figure 4. 

[image: image4]
Figure 4
Standard Letter Prices of the Universal Service Provider in the Period from 2012 to 2016 in EUR
(category I up to 20 g, domestic traffic, base 2012=100)

Belgium, Bulgaria, Denmark, Germany, Estonia, Ireland, Greece, France, Croatia, Cyprus, Latvia, Lithuania, Luxembourg, Hungary, Malta, Netherlands, Austria, Portugal, Romania, Slovenia, Slovakia, Finland, Sweden, Great Britain, Iceland, Macedonia, Serbia

Figure 5 provides an overview of prices of this service, expressed in euros
. There is a noticeable upward trend in prices of services in the second half of the observed period in almost all countries of the reference sample.
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Figure 5
Comparison of the Standard Letter Price of the Universal Service Provider in 2012 and 2016 in EUR
(category I up to 20 g, domestic traffic)

Belgium, Bulgaria, Denmark, Germany, Estonia, Ireland, Greece, France, Croatia, Cyprus, Latvia, Lithuania, Luxembourg, Hungary, Malta, Netherlands, Austria, Portugal, Romania, Slovenia, Slovakia, Finland, Sweden, Great Britain, Iceland, Macedonia, Serbia

In general, postal activity trends in countries of the European Union and the region indicate a decline in the number of traditional services provided, particularly the letter delivery services, which is also reflected in the overall US revenue. The universal operators are trying to offset this revenue loss by raising US prices and with revenues from new commercial services based on synergy with financial and electronic communications services.
2.2.2. Analysis of the Postal Services Market in Montenegro 
The Law on Postal Services has defined the postal service in Montenegro as the service of clearance, sorting, transport and delivery of postal items provided by postal operators in accordance with the Law. Postal services are divided into universal and commercial.

Universal postal service includes clearance, sorting, transport and delivery of:

· Letter-post items weighing up to 2 kg;

· Parcels weighing up to 10 kg;

· Cecogrammes;

· Recorded (registered and insured) postal items;

· Court letters and letters in the administrative procedure.

· Delivery of parcels weighing up to 20 kg from international postal transport.

Commercial postal service includes postal services provided in the free market, and which are not part of the universal postal service.

Postal services are provided on the basis of a special licence, licence and excerpt from the register on the fulfilment of conditions for providing postal services.

Universal postal service is provided by a legal entity on the basis of a special licence issued by the Agency. Also, certain postal services within the scope of universal postal service in the entire territory, universal postal service in a specific part of the territory or certain postal services within the scope of universal postal service in a specific part of the territory may be provided by a legal entity registered in the CRBE for the provision of postal services, set out in the licence issued by the Agency. Commercial postal services are provided by natural persons and legal entities on the basis of the excerpt from the register on the fulfilment of conditions for providing postal services.

2.2.3. Universal Postal Service
Directive 97/67/EC has established the priority for providing US by designation of the US operator, recognising it as a service of public interest. It is defined as a postal service of prescribed quality and standard, provided in continuity, without discrimination, under equal conditions and at an affordable price for all users in internal and international postal transport.

In accordance with this Directive, the national legislation has been left room to regulate the manner of designation of the US provider by its law, by designating one or more enterprises to provide different elements of the US or to cover different parts of the territory and public procurement of services. 

At the national level in Montenegro, the US is regulated by the LPS and bylaws adopted by the Ministry and the Agency. The LPS has defined the US as a service of public interest and a set of postal services provided continuously in the territory of Montenegro, within the prescribed quality, at affordable prices and under equal conditions for all users, without discrimination.

The basic prerequisite for the provision of US is the possession of a postal network that enables the postal operator to daily provide services in the entire territory of Montenegro. The postal operator provides the US on the basis of a Special Licence issued by the Agency. The basis for issuance of the Special Licence is evidence on fulfilment of conditions for commencing the activity of US provision, in accordance with the LPS. Since the establishment of the regulatory body, Pošta CG a.d., the universal postal operator, has received a special licence.

With the full liberalisation of the postal services market in Montenegro and abolition of the reserved area as the US financing model, as well as with the development of information technologies, the need to legislatively regulate the sustainability and the method of financing the US net cost in a new way has arisen. To ensure the US sustainability, it is necessary to define an adequate model for monitoring and managing costs in the US provision and undoubtedly determine the existence of unfair costs that the operator has as a result of providing the US. In this regard, the existence of a transparent US pricing policy and the statutory method of compensation of the potential net cost to the operator providing the US are necessary.
The interest of the UPO is that the state regulates the US with the highest legal acts, as well as the mechanisms for compensation of potential costs that represent an unfair financial burden caused by the US provision. By implementing cost accounting in accordance with the Directive, it is necessary to introduce accounting separation at the UPO in order to clearly and accurately calculate all direct and indirect benefits, as well as all direct and indirect costs related to the US. 

In this regard, the Rulebook on the Method of Keeping Separate Accounting Records and Calculation of Net Cost of the Universal Postal Operator
 was applied from 2012, and the Rulebook on the Method of Keeping Accounting Records and Calculation of Net Cost of the Universal Postal Operator
 from 2017. These Rulebooks were adopted by the Agency on the basis of authorisations under Article 97 of the LPS.

At the same time, starting from intense market changes, the transfer of business activities in the field of new technologies and new services creates an environment requiring a periodic normative revision of the US by adopting bylaws to allow the US provider to adapt its operation and infrastructure to the changes that have occurred.

In European practice and legislation, there are two models of compensation for unfair financial burden and net cost of the UPO, namely:

· Compensation fund – to which funds are paid by all postal operators in proportion to the revenues generated in the previous year.

· State budget.

Amendments to the LPS in 2018 have established a US sustainability and net cost compensation model in Montenegro that is in accordance with the EU directives, which contributes to the full independence of the regulator.
2.2.4. Quality and Application of Norms and Standards
The quality of providing US in internal postal traffic implies the delivery of at least 95% of postal items within three working days, and in international postal traffic the quality implies the delivery of an average of 85% of letter-post items within a maximum of three working days and an average of 97% of letter-post items within a maximum of five working days. 

Quality assurance of providing US is defined by the provisions of Articles 58 to 61 of the LPS.

The UPO is obliged to provide quality measurement of transport of postal items on annual basis, for the purpose of determining the percentage of postal items delivered and other data determining the quality of US provision, by hiring an independent institution engaged in research, i.e. monitoring in accordance with the LPS and European standards. 

The UPO submits the annual report on monitoring, i.e. quality of the universal services provision to the Agency, no later than 31st March of the current year for the previous year, and is obliged to publish it on its website, along with data on the total number of received and resolved complaints.

European quality standards in postal traffic are:

1. EN 13850 – Measurement of the transit time of end-to-end services for single piece priority mail and first class mail, 

2. EN 14508 – Measurement of the transit time of end-to-end services for single piece non-priority mail and second class mail, 

3. EN 14012 – Complaints handling principles.

Given that in Montenegro, according to the applicable nomenclature of postal services and legislation, there is no division between priority and non-priority mail, in order to measure the quality it is necessary to apply the provisions of the standard EN 13850, as well as the standard EN 14012 that refers to the measurement of the number of complaints and compensation. 
2.2.5. Commercial Postal Services
Commercial postal service includes all other postal services, as well as value added services provided in the postal services market, which are not part of the US. 

Commercial postal service also includes financial postal services, which are not US, services of electronic communication, hybrid mail and other services. 

Commercial postal service may be provided by natural persons or legal entities registered for conducting this activity in the Central Register of Business Entities (hereinafter referred to as "the CRBE”) and which fulfil the requirements stipulated by the LPS.

Value added services are postal services within the commercial service, with special requirements with regard to quality, time and place of clearance, speed of transport and delivery, and they include: 

     1) Courier services (door-to-door); 

     2) Express services; 

     3) Services providing possibility of tracking the postal item transport and delivery process via the internet or in another appropriate manner; 

     4) Services providing possibility of direct communication with the postal service provider, for the purpose of giving additional instructions concerning the postal item delivery; 

     5) Postal items with agreed time of delivery; 

     6) Postal items delivered personally with the addressee's signature and other services.

Additional postal services are services that include special handling methods during clearance, sorting, transport and delivery of postal items, and they may refer both to universal and commercial postal services. Additional postal services may be provided upon request of the sender, addressee or by virtue of the office. 

Additional postal services relating to the US fall within the scope of universal postal services. Additional postal services relating to commercial postal service fall within the scope of commercial postal services. 

Application for providing additional service may be filed at any moment during the postal item transport or when adequate conditions are fulfilled.

2.2.6. Situation in the Postal Services Market in Montenegro
There are eight postal operators in the postal services market in Montenegro. In addition to the Post Office of Montenegro as a universal postal operator, which has a special licence, three operators have a licence for the provision of certain postal services within the scope of US, and four postal operators are registered in the register of postal operators for the provision of commercial postal services.

The postal activity in Montenegro has been recognised by the dominant role of Pošta Crne Gore a.d. (hereinafter referred to as "the Post Office”) in the market. Market share of the Post Office in the total number of services provided, expressed in per cent, is 98.6%, while the share of all other operators together is 1.4%. For this reason, the analysis of the postal services market in Montenegro is largely based on the analysis of services, operation and work of the Post Office. This market division is fairly constant and without any major changes in the previous period (Figure 6).
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Figure 6
Share of Postal Services Provided in Montenegro in the Period 2013-2016

Universal service of the Post Office of Montenegro, Commercial PS of the Post Office of Montenegro, Other operators

Other operators in the postal services market in Montenegro are:

· Kingscliffe Distribution Montenegro d.o.o. Podgorica - (DHL);

· City Express Montenegro d.o.o. Podgorica; 

· Montenomaks Control&Logistics d.o.o. Danilovgrad;

· Tim Kop d.o.o. Podgorica - (TNT);

· Express Courier d.o.o. Bar - (UPS);

· Alo Kurir Expres d.o.o. Plav and

· NTC Logistics d.o.o. Nikšić.

The graph in Figure 7 shows the trend of the number of postal services in Montenegro in the period 2013-2016 (compared to the reference year 2013), which indicates a slight growth of universal postal services provided and growth of commercial postal services of the Post Office. At the same time, there is a noticeable trend of significant growth of postal services provided by other postal services providers in Montenegro. This growth is significant, but given the low initial share of other operators in the absolute scope of postal services, their market share has not changed significantly in the reference period.
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Figure 7
Growth Trend of Postal Services in Montenegro in the Period 2013-2016 (base 2013 = 100)
Universal service of the Post Office of Montenegro, Commercial PS of the Post Office of Montenegro, Other operators

When it comes to revenues generated from postal services (Figures 8 and 9), they show a steady growth trend, both in the universal service segment (20% in the four-year period) and commercial services segment (more than 40%). It is important to note that other operators, although having only a share of 1.4% in the total number of services provided, participate with a significant percentage in the total revenues generated in 2016, due to the increase in the number of services provided. 
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Figure 8
Revenue Generated from Postal Services in Montenegro in the Period 2013-2016

Universal service of the Post Office of Montenegro, Commercial PS of the Post Office of Montenegro, Other operators
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Figure 9
Growth Trend of Revenue from Postal Services in Montenegro in the Period 2013-2016 (base 2013 = 100)

Universal service of the Post Office of Montenegro, Commercial PS of the Post Office of Montenegro, Other operators

2.2.7. Analysis of Operation of the Universal Postal Operator - Post Office
As an operator with a dominant role in the postal services market in Montenegro, the Post Office generated relatively stable revenues in the period 2013-2015, while the revenue growth in almost all segments of operation was noticeable in the last two years (Figure 10). 
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Figure 10

Trends in Revenue Generated by the Post Office of Montenegro in the Period 2013-2017 (base 2013 = 100)

UNIVERSAL POSTAL SERVICES      COMMERCIAL POSTAL SERVICES

FINANCIAL SERVICES                              OTHER SERVICES

                       OTHER REVENUES

The total number of postal services provided by the Post Office has a growth trend that amounts to 20% in the five-year period for the US, while the number of commercial services is mostly constant, with the exception of one-off effects in the field of printed materials in 2016 (Figure 11).
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Figure 11
Growth Trend of Postal Services Provided by the Post Office of Montenegro in the Period 2013-2017 (base 2013 = 100)

UNIVERSAL POSTAL SERVICES      COMMERCIAL POSTAL SERVICES

When it comes to the structure of the services provided, the US amounts to more than 95% of all postal services provided in the reference five-year period (Figure 12). 
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Figure 12
Share of Postal Services Provided by the Post Office of Montenegro in the Period 2013-2017

UNIVERSAL POSTAL SERVICES      COMMERCIAL POSTAL SERVICES

The growth trend of some postal services of the Post Office for the period 2013-2017 is shown in Figure 13. The largest growth is recorded in the segment of printed materials and express mail, but a positive trend is also recorded in the segment of letter-post and parcel services.
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Figure 13
Trends in Postal Services Provided by the Post Office of Montenegro in the Period 2013-2017 (base 2013 = 100)

Letter-post services                                                     Parcel services

                Direct mail and unaddressed postal items                      Printed materials

               Express mail               

The number of all services provided by the Post Office in the period 2013-2017 is shown in Figure 14. We can see in the graph that, after the US, the money transaction services have mostly been used by end users of the Post Office.
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Figure 14
Number of Services Provided by the Post Office of Montenegro in the Period 2013-2017
UNIVERSAL POSTAL SERVICES      COMMERCIAL POSTAL SERVICES

Financial transaction services             Telegraph and telephone services
Trends in volume of letter-post items of the Post Office compared to the sample of nine countries in the period 2013-2017 is shown in Figure 15, where there is a noticeable slight growth trend of this service in Montenegro, as opposed to trends in all other countries.
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Figure 15
Trends in Volume of Letter-Post Items in the Period 2013-2017 (base 2013 = 100)

Bulgaria, Greece, Croatia, Montenegro, Cyprus, Latvia, Lithuania, Hungary, Macedonia, Serbia

The total number of employees in the postal sector in 23 countries of the European Union and the region in the period from 2013 to 2016 is shown in Figure 16. In the observed sample, there is a prevailing trend of decrease in the number of employees, while in Montenegro and other countries of the region this number is slowly increasing.

This above growth trend of revenue and the number of employees is justified by the fact that, in contrast to European trends, in Montenegro and even in most of the region, the scope of services continues to grow, especially in part of the US, which is due to the fact that the digitisation process of the society and transition to modern electronic services are still at a low level of acceptance. Thus, market trends are still predominantly directed to the use of traditional postal services. 

It also should be noted that the growth of the number of employees in the Post Office of Montenegro in the observed period is primarily due to the increase in the volume of work and that this trend, when observed over a longer period of time, is however directed towards the reduction of the number of employees, which is easily noticeable, especially if the period from the separation of JP PTT saobraćaja Crne Gore to Post Office and Telecom is analysed.
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Figure 16

Trends in Number of Employees in the Period 2013-2016 (base 2013=100)
Belgium, Bulgaria, Denmark, Estonia, Ireland, Greece, Montenegro, Croatia, Cyprus, Latvia, Lithuania, Luxembourg, Hungary, Portugal, Romania, Slovenia, Slovakia, Finland, Sweden, Great Britain, Iceland, Macedonia, Serbia

2.2.8. SWOT Analysis of the Postal Services Market in Montenegro
	 STRENGTHS (+)
	WEAKNESSES (-)

	· Liberalised postal services market 

· Legislative framework harmonised with European directives 

· Regulated market

· Readiness of postal service providers to implement new services

· Continuous increase in the number of parcel items as a result of e-commerce growth and demand

· Developed network of the US provider and open access to postal network 

· Experience and tradition of postal activity in Montenegro

· Application of modern technological solutions
	· Expensive network maintenance and provision of US in rural and poorly populated areas

· Insufficient education of users for new services and their use

· Insufficient use of access to the US provider network by other postal operators 

· Lack of a modern, technologically advanced postal logistics centre



	OPPORTUNITIES (+)
	THREATS (-)

	· Growth of e-commerce services 

· Expansion of services to the region

· Synergy of postal, financial and electronic services

· Economic growth as an incentive for the development of postal services 

· Potential use of funds of the European Union and the Universal Postal Union for financing development projects


	· Reduction of demand of citizens and legal entities for postal services (EU trend)

· Transition of business entities operation to electronic delivery

· Globalisation of the postal services market

· Substitute (electronic) postal services

· Dominant position of the UPO and the limited area of the internal postal market


Table 2

2.3. MODERNISATION OF OPERATIONS AND NEW POSTAL SERVICES 
There are numerous drivers of changes in the postal sector, among which particularly prominent are the changed needs of users that have evolved as a result of increased automation and use of information communication technologies and opening of the postal services market. Market demands are more sophisticated and specific, so in that sense Montenegro is constantly working on developing new services, as well as improving existing ones. In order to diversify their activities and to be able to respond to competition demands and new users' needs in order to provide new sources of funding, postal service providers must provide e-business services and other services within the scope of information society.

Fully open market helps strengthening the entire postal market, which will continue to positively influence the employment policies of universal service providers and facilitate the creation of new jobs at other operators. In this respect, Montenegro monitors and oversees the development of the market, undertakes appropriate regulatory measures in accordance with the Directive 97/67/EC, enabling the availability of postal services in line with the needs of users, providing, where appropriate, a minimum number of services at the same access point and, in particular, the appropriate density of access points to postal services in rural and poorly accessible areas.

Rural postal networks, particularly in mountainous areas, also have a role in employment of the population in these areas, as well as in the fact that postal access points in rural and poorly developed areas can provide an important infrastructure network for access to new electronic communications services.

Electronic commerce, in particular, also offers new opportunities for the population in poorly accessible areas to participate in economic life, and providing quality postal services is an important prerequisite for its good functioning.

Increasing productivity is a continuous process and is not just an increase in traffic, but also a search for a more rational business model, which depends on the more intensive use of modern technologies followed by significant investments.

The existing quality level should also be maintained in the forthcoming period and there should be work on its improvement. The development of new services and improvement of existing ones, of course, implies the necessity of final commencement of modernisation of the existing counter application in terms of best adaptation to an increasingly demanding postal services market.

We will continue to look for a modus of significant rejuvenation of the existing staff in order to create preconditions for easier implementation of modern services. Full integration and synergy of postal and electronic services will remain to be the strategic commitment of Montenegro in the future.

Also, the development of new models of communication with customers via mobile phones and the development of trade at post offices should be continued through the enrichment of offers at Post Shops, with interior refurbishment and unification and training of employees who are in direct communication with users. It is also necessary to intensify activities on the improvement, development and promotion of the Web Shop service by selling appropriate postage stamps and other goods, forming new philatelic products, as well as expanding the sales network of philatelic products. 

We put special emphasis on the following services and activities successfully carried out by the UPO:

· Postal order – PostPak PostCash

· This is a service that provides affordable possibilities of sending money in the region. Having in mind the presence of strong competition in providing this service, this service needs to be strengthened by marketing, in order to become even more competitive. For strengthening this service, among other things, we have envisaged the intensification of cooperation in the region, above all the standardisation of names in the countries of the Western Balkans, as well as the extension of the scope and possibilities provided by it. For a couple of years, a service under the commercial name PostCash has been successfully implemented, which enables a reliable and efficient transfer of money between postal administrations – signatories throughout the entire region (Serbia, Croatia, Bosnia and Herzegovina...). The main benefit of successful development and implementation of this service is a service under the commercial name PostPak, which also enables the exchange of cash-on-delivery items in the region. Therefore, the full application of modern technologies strongly influences the introduction of new services and increased efficiency and reliability of existing services.

· Post express and courier services

· These are services that are directly related to online sale, and which are only partially developed, given the dynamics of their market demand. In order to implement these services in full extent, with strengthening of material capacities, certain reorganisations are needed, both technical and technological.

· Integration of related services in the region

· Networking and operationalisation of related services in the region, especially those related to online commerce, represent an exceptional developmental opportunity. This business venture, which undoubtedly has a great business potential, is inconceivable without certain regulatory changes that have to be synchronised in all countries of the region. There is certainly the greatest potential for the delivery service of cash-on-delivery items in international traffic, so a special segment will be the effort to intensify communication and strengthen links with post offices in the region in order to create a common market for these services. 

· E-services

· It is necessary to work on further valorisation and development of these services, with emphasis on bringing them close to target group of users who currently have less interest in this kind of postal services, i.e. the traditional manner of performing various administrative tasks in postal units, which implies coming and waiting in lines, the regime of prescribed working time and the like. It has been noted that the target group are younger people who know the benefits of new technologies and prefer Internet services. It is a respectable group of potential users to whom due attention should be paid. The development of these services also corresponds to trends that require more and more electronic services, while at the same time it increases their availability, which by relocation to electronic medium releases the traditional locations and therefore provides the possibility for providing the service at any time and from any location.

· In addition to the already developed e-service, the development of electronic letter service is not less important. This service also requires a specially designed campaign, as it is a revolutionary novelty that should have a tremendous potential to increase profits.

The overall technological development, especially the advancement of information and communication tools, had a radical impact on all global social trends. The last decades are, in fact, rounded off by the new development era, at the level of the whole civilisation. This new era is marked by new models and standards of business, entertainment, communication, etc. There is almost no area that is not, directly or indirectly, affected by the innovative wave of technological progress. 

The intensity of technological development in the business sphere has definitely scattered illusions of survival on the market without the ability to dynamically respond to development challenges and without the power to constantly reconsider and implement new technological achievements, to the extent possible. 

In addition to rapid economic flows and production modalities, as a positive effect, it is noticeable that the above development has made certain products and services, around which a serious market was formed, simply outdated. Some of them continue to survive only because of insufficiently fast adaptation of users to a new environment, i.e. still low levels of IT literacy or material and infrastructural constraints. 

The best illustration of the new technological environment for business is the Internet and communication solutions available on this global network. Broadband communication structures have eliminated the last serious barriers to the use of Internet as a winning concept. All this has led to a significant modification of the manner of provision of a large number of traditional services and even to introduction of completely new, efficient and economically rational services. 

There are a number of examples of successful implementation of modern technologies in postal operation. It began in the eighties of the twentieth century, through the automation of operations at counters. Today, these systems are almost brought to perfection. Modern technical means for controlling, sorting and delivering postal items also are current. Geographic Information System (GIS) and Global Positioning System (GPS) solutions are used to optimise delivery, Personal Digital Assistant (PDA) recorders and barcode technology for fast and efficient postal items management and many others. New trends also imply the use of Radio Frequency Identification (RFID) and EDI technology that enables global monitoring, recording and control of the process.

Electronic communications facilitate the search for optimal models to achieve the best business effects, with as little resources as possible. Development tendencies imply simple services that users can activate by themselves, according to their needs. Namely, fast pace of living, accumulated obligations, busyness of customers, as well as inadequate location accessibility of the post office, are factors that dissuade customers from seeking postal services. One of the answers is the relocation of post offices to frequent places, such as shopping malls, gas stations and traffic stops. 

In addition to this, working time that is, for the traditional post office, atypical, including traditional non-working days, is more convenient for users. Adaptation of working time to such requirements would, of course, be very expensive. That is why technological development has offered an alternative through self-service devices and services that are, practically, independent of the working time, based on the model of constant availability (24/365).

The more likely are certain e-services that can bring significant improvements. The Customer Relationship Management (CRM) concept enables a better understanding of users, hence the quality interaction, through which they can say themselves (and commit to) which delivery time and place are convenient for them. 

There is also the application of systems for distribution of postal items at busy locations which, on the principle of self-service devices, enable the clearance of postal items at any time, by a simple authorisation on the basis of a code that has previously been communicated to the user via some communication channel (e-mail, SMS, Viber, WhatsApp).

The latest trend in the development of electronic services is the opening of e-boxes for users (a form of virtual post boxes), which enables the postal operator, with the assurance of security and discretion, to scan the physically received mail and forward it electronically to the addressee. This process can also take place in a way that the sender sends electronically, and the postal operator, on the basis of the prior wishes of each of its users, chooses a delivery method (electronic – to a user who requests such delivery, or printed or sealed in envelope, therefore physically – to a user who wishes to receive mail in this way).

Having in mind the new technological possibilities, but also the experience of developed countries and their postal administrations, it is clear that Montenegro should primarily encourage the development of electronic services. We still need to promote the electronic transmission of telegrams (web telegrams), internet shopping (web shop) and all kinds of payments (web account), and the implementation of the Registered Postal Mail (RPM) system is expected very soon, which will offer a significant set of traditional letter-post items services in electronic form, with the efficiency of an e-mail service, but with guaranteed reliability of distribution and delivery records. This segment of electronic services will be completed by the module for autonomous payment of bills on the web platform, thus rounding off the basic level of dualisation of typical postal services (traditional and electronic method). This has, in fact, created a prerequisite for providing the largest number of business transactions in Montenegro generated between citizens and business entities.

In terms of new offers, postal operators have to keep up to date with developments, striving to overcome the market limits with their performance and flexibility. This primarily refers to delivery, as a company's central activity, then to improvement of fast delivery and accompanying logistics capacities and services, but also to development of those activities and business segments that can affect the growth of delivery volume.

There is also a need to seek ways of expanding services to countries in the region with over 70% of international traffic, by strengthening partnerships with other administrations through the development of services according to the recommendations of the Universal Postal Union or by establishing partnerships with small and low-cost firms primarily specialised in delivery and courier activities. 

Fast implementation of Registered Postal Mail (RPM) services, with the already implemented web-telegram and web-shop services, creates the possibility of offering a significant segment of traditional letter-post items. Developing the module for autonomous payment of bills via the web will create an attractive alternative to traditional postal items between government bodies (G2G), business entities (B2B), state administration and the economy with citizens (G2C and B2C), and these communications generate the largest number of business activities. 

Increasing the volume of retail sale at post offices is a chance for growth of new revenues, provided that modernisation and unification of the interior are carried out, the level of price competitiveness is reached, employees are educated for these jobs and a stimulating system of their reward is developed. If this approach is provided, there is no reason not to apply the retail sale concept at all postal network units.

2.4. ACCESS TO THE PUBLIC POSTAL OPERATOR NETWORK 
2.4.1. Access to the Network 
In Montenegro, the access to the Post Office network is governed by the LPS, Rulebook on Detailed Conditions for the Provision of Universal Postal Service and Rulebook on the Manner, Conditions and Price of Access to the Postal Network of the Post Office of Montenegro and Other Postal Operators.

There are two basic models of service provision via postal network within the liberalised postal services market:

1. Access to the network using the existing UPO postal network, for which access users pay the access fee:

a. Upstream concept that encompasses access to the UPO postal network and includes activities of the access users prior to clearance of UPO postal items;

b. Downstream concept where access points are in reception sorting centres, destination sorting centres and delivery postal facilities. The access users can use the postal network for clearance of postal items in certain areas where they have not yet developed their own network, while in other areas they partially or completely circumvent the UPO postal network. 

2. End-to-end access, when access users completely circumvent the upstream and downstream UPO postal network and use their own network for the provision of postal services.

Graphical model of access to the public operator postal network
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Due to the insufficient capacity utilisation of the public operator's sorting centre, there are possibilities of upstream activities by access to the sorting centre, for postal operators that would deal with grouping and presorting of postal items, which has proved to be effective in the world practice in reducing the postal service costs for users and public operators. This increases the capacity utilisation and increases the efficiency of the public operator. 

Downstream access is the possibility of accessing a local delivery network (postal network units), but it can only be considered after the expressed interest of postal operators for such provision of postal services (postal items delivery phase). 
2.4.2. Potential Change of the UPO Ownership Structure 
Practice in EU countries, in certain cases, also includes the transformation of operator into a joint stock company, partial enterprise privatisation, private corporate governance of a state-owned operator, expansion of operation outside the state borders, etc.

The process of privatisation of the public postal operator is most often followed by an independent postal market analysis, which has to determine whether the public postal operator is less efficient than postal enterprises that have undergone the process of ownership transformation and modernisation. The above analysis also needs to identify whether the market orientation of the public postal operator should be strengthened and corporate experience transferred so that modernisation of the enterprise would be carried out quickly and efficiently.

There are many reasons that may influence the decision on the implementation of the privatisation process. By selling its stake, the state can provide additional financial resources that can be used to reduce public debt and/or fund development projects. In the context of state-owned enterprises, the privatisation is usually related to the improvement of business efficiency of the enterprise. 

The trends of decline in the amount of certain postal services and the development of competition in a liberalised market, and then the development of new services (electronic substitutes), encourage public postal operators to adapt to market conditions, i.e. to direct business plans to financial gain and customers' needs. This trend in the European Union has encouraged a series of restructuring of public postal operators (to a greater or lesser extent) to commercial enterprises with a corporate governance structure (for example: Germany, Malta, Netherlands and Great Britain). Transfer of management control from the state to privately-owned entities has provided public postal operators with adequate prerequisites for more efficient capital management, as well as clearer guidelines for investment in the postal network and development of new services.

Today in the EU we can come across a number of public postal operators that have undergone partial or complete privatisation process. One of the first examples is Deutsche Post, which was privatised in 1995. The world's oldest postal services provider, Royal Mail, was privatised in 2013 by the British Government, by selling 60% of stake in Royal Mail to private investors.

However, despite the above reasons for privatisation, the prevailing model at majority of public postal operators is 100% of state's stake in the ownership structure. The most common reason for this is the need for the state to have full control over universal and other postal services, which are recognised as services of public interest.

There are two most common models of privatisation of public postal operators: 

1) Public tender for buying stake in a joint stock company, i.e. placing the shares of the public postal operator on the stock exchange. This model was more prominent during privatisation of public postal operators in larger countries.

2) The entry of a strategic investor/partner in the ownership structure, with larger or smaller share. This model was more prominent during privatisation of public postal operators in smaller countries.

The decision on privatisation is made by the Government as the owner of the public postal operator. 

3. STRATEGIC AND OPERATIONAL OBJECTIVES AND KEY ACTIVITIES FOR THEIR IMPLEMENTATION
The aim of this Strategy is to analyse the current situation and define guidelines for the medium-term development of the postal services market in Montenegro. The Strategy is based on the principles of free competition and open market economy and it is in line with interests of the national economy and postal services users, ensuring the availability of the universal postal service, modernisation of existing and development of new postal services.

The Strategy for the Development of Postal Activity in Montenegro for the Period 2019-2023 reflects the policy and regulatory principles arising from postal directives, namely: ensuring the sustainability of the universal service, development of the internal postal market (through development of new postal services and promotion of market competition) and strengthening of the protection of end users.
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Digitisation trends and changes in communication and purchasing habits that have occurred in recent years have significantly influenced the role and importance of postal services in the economy and everyday life. The development of e-commerce platforms has boosted the demand for parcel delivery services, in particular B2C, while, conversely, it is expected that the amount of traditional letters, on which the sustainability of the US is based, will continue to decline due to e-substitution.

In accordance with the above trends, the practice has shown that US operators are increasingly turning to diversification of their operations, by expanding their operation in other related sectors, using the distribution and availability of their postal network.

The above is a significant challenge for the Government, which is obliged to find a way to ensure long-term sustainability of the US, in accordance with the provisions of postal directives and in order to protect the public interest.

Practice has shown that there are still bigger or smaller restrictions and/or insufficiently developed competition in most European postal services markets. This situation, as a rule, has a negative impact on the development of the postal market, especially in relation to competition in the price segment and on the development of innovation, which ultimately results in non-fulfilment of the requirements and expectations of postal services users.

Recognising the above trends, it is necessary to make use of the potential of e-commerce, as an important generator of increased demand for postal services, and thereby build consumer trust in the Internet commerce and cross-border delivery of postal items. To this end, it is necessary to remove obstacles such as lack of transparency or excessive costs for small postal items, which hinder Internet commerce and cross-border delivery of postal items.

The above is one of the tasks for the Government and the national regulatory authority for postal services, so that the delivery of e-commerce parcels can significantly contribute to the growth and development of the internal postal market.

In order to enhance the further development of competition in the field of postal services, it is necessary to continue to develop the existing regulatory framework to simplify the inclusion of new postal market players. In this regard, it is necessary to monitor the development of the postal market and postal trends, including the level of quality of services, prices, procedures and ways of addressing users' complaints and other parameters such as market concentration, employment, delivery volumes, revenues, etc.

Strengthening the protection of users is one of the most important goals, and it includes the guaranteed availability of quality and affordable postal services for all consumers in the territory of Montenegro.

Starting from the basic strategic goal, the Strategy seeks to achieve the following operational goals:

3.1. Ensuring the Quality and Sustainability of the Universal Service 
Starting from the fact that the US is defined as a service of public interest and is a set of postal services provided continuously in the territory of Montenegro, within the prescribed quality, at affordable prices and under equal conditions for all users, without discrimination, it is necessary to ensure its availability, quality and sustainability.

By fully liberalising the postal market in Montenegro, abolishing reserved services, as a way of financing a part of the costs incurred on the basis of provision of the universal service, it is necessary to analyse in detail and regularly the costs of the US and optimise the model for its financing and sustainability.

The applicable model primarily requires keeping of separate cost accounting records and full application of the Rulebook on the Method of Keeping Accounting Records and Calculation of Net Cost of the Universal Postal Operator, while the LPS stipulates that: If the costs of provision of the US exceed the generated revenues and cannot be compensated from the UPO funds, the net cost of US provision shall be compensated from the Agency's Compensation Fund. If funds from the compensation fund are not sufficient to compensate the net cost, then any possibly missing funds shall be compensated from the state budget.

This objective shall be realised through the following key activities:

1) Amendments to regulations relating to ensuring the sustainability of the universal service;
2) Amendments to regulations relating to ensuring the quality of the universal service;

3) Implementation of the Rulebook on the Method of Keeping Accounting Records and Calculation of Net Cost of the Universal Postal Operator; 

4) Adoption of corporate Strategy for the Development of the Public Operator;
5) Training of officers in charge of controlling and measuring the quality of provision of the universal postal service in the application of European standards (EN 13850 and EN 14508) 
6) Implementation of the new postal address code in Montenegro.

3.2. Modernisation of Existing and Development of New Services Based on the Synergy of Postal and Electronic Services and Use of New Technologies
In order to meet customer demands, the postal activity should expand its market interests, both by providing basic postal services and through new services designed to meet the needs of end users, especially in the domain of electronic services, hybrid mail and logistics services, which correlate with postal services or represent their improvement.

The state will encourage the development of new postal services, with a special focus on e-post services, while postal operators will adopt their plans for developing new services.

Montenegro will strive to ensure the efficient functioning of postal activity through constant harmonisation of national legislation with binding EU directives and UPU acts.

In the field of promotion and international activities, further positioning of Montenegro is planned in terms of advancing the position in memberships in the Universal Postal Union and PostEurop, but also in recent associations such as the RADAR Group and the Mediterranean Postal Union. The main aim of cooperation with international postal organisations is to ensure participation in projects related to postal sector reform, as well as access to all development programmes.

This objective shall be realised through the following key activities:

1) Encouraging the development of new postal services and modernisation of existing ones, based on the e-service development;
2) Raising users' awareness of the benefits of using new e-post services;
3) Intensifying cooperation with post offices and regulators in the region, with the aim of looking at the possibilities for creating a common market for certain postal services.

3.3. Strengthening of the Postal Market in Montenegro by Encouraging Competition and Access to the Public Postal Operator Network
In accordance with the Directive 2008/6/EC, Montenegro is obliged to realise access to the postal network of the public postal operator. In this regard, in 2018, with the consent of the Agency, the UPO has adopted the Rulebook on Special Conditions for Access to the Postal Network. This Rulebook regulates the method of access to the UPO network.

Implementation of this Rulebook implies the analysis of existing capacities, access points, pricing and other elements for access.

This objective shall be realised through the following key activities:

1) Analysis of pricing and regulatory conditions of access to the UPO network;
2) Informing other operators about the possibilities of access to the postal network of the public postal operator.
3.5. Strengthening the Protection of End Users

Strengthening the protection of postal services users is one of the most important objectives, which implies ensuring the availability of quality and affordable postal services for all users in the territory of Montenegro, as well as defined and transparent procedures and ways of addressing users' complaints.

According to the applicable LPS, addressing users' complaints is largely left to postal operators, while the Agency is involved as an arbitrator in the event of a dispute. In order to further strengthen the protection of postal services users, it is necessary to apply the provisions of the European acquis in the field of consumer protection, by defining the application of the relevant European standard EN 14012 relating to the measurement of the number of complaints and compensation to users, as well as the introduction of a two-stage procedure of addressing complaints at all postal operators through establishment of a second instance body - Consumer Complaints Commission.

Montenegro will strive to ensure the application of all protective measures in accordance with EU standards in the field of safety and security of postal items users, postal workers and postal services themselves. In this regard, it is necessary to constantly work on improving the security and protection systems, as well as on education of employees in the postal sector.

This objective shall be realised through the following key activities:

1) Monitoring of the degree of harmonisation of national legislation with international legislation in the area of users' protection;

2) Implementation of the standard EN 14012 relating to the measurement of the number of complaints and compensation to users;

3) Optimisation of procedures and strengthening of control capacity and security measures in clearance and distribution of postal items in accordance with the recommendations of the UPU and the World Customs Union.
4. MONITORING AND EVALUATION OF THE STRATEGY IMPLEMENTATION
The aim of control and monitoring of the Strategy implementation is to identify possible shortcomings or delays in the realisation of set goals and to proactively and timely correct and optimise the proposed activities. All of this is in order to protect the postal services users and the public interest, as well as to ensure that postal enterprises have a good policy in this area and smooth operation in open and competitive postal services market.

The monitoring system implies monitoring the quality of implementation of the proposed measures, which will be monitored via real-time result indicators. 

The Ministry of Economy will once a year prepare a report on the implementation of the Strategy Action Plan for the Government, in cooperation with all relevant institutions.

The Action Plan defines the activities and measures for realisation of the above operational objectives. The Plan includes carrying out the activities and measures for which the following are in charge of: the line ministry, the Agency and the postal service providers.

In the monitoring process of the Action Plan, the data on the implementation of specific activities of the competent institutions, the achievement of the objectives, i.e. the results and performance indicators, will be collected, which will be the basis for the Annual Implementation Reports. This will enable the measurement of success or identification of problems, i.e. irregularities in the implementation of the Strategy. The monitoring process will also serve as a basis for potential introduction and implementation of additional measures needed to achieve the successful implementation of the Strategy.

The Montenegrin Government shall entrust the competent ministry to actively monitor the implementation of the Action Plan and report it once a year.

The evaluation of the proposed strategic document will be ex-post and will be carried out by the ministry competent for implementation of the Strategy. The results of the evaluation, as well as the recommendations, will be one of the bases for the preparation of the new Strategy for the Development of Postal Activity in Montenegro.










STRATEGY FOR THE DEVELOPMENT OF POSTAL ACTIVITY


IN MONTENEGRO


FOR THE PERIOD 2019-2023








Mission





To ensure the sustainability and quality of the universal postal service as a service of public interest in the entire territory of Montenegro, as well as the conditions for the dynamic development of commercial postal services in a competitive environment.





Vision 


                


Sustainable, efficient and developed postal services market adapted to the needs and requirements of postal service users, i.e. citizens, the economy and the state of Montenegro.




















Strategic goal 





Ensuring the sustainability and quality of the universal postal service, conditions for the dynamic development of commercial postal services, efficient and developed market adapted to the needs and requirements of postal service users.











� � HYPERLINK "http://ec.europa.eu/growth/sectors/postal-services/statistics_en" �http://ec.europa.eu/growth/sectors/postal-services/statistics_en�


� � HYPERLINK "http://ec.europa.eu/growth/sectors/postal-services/statistics_en" �http://ec.europa.eu/growth/sectors/postal-services/statistics_en�  


� "Official Gazette of Montenegro", No. 23/12


� "Official Gazette of Montenegro", No. 37/17
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