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 MONTENEGRO
GOVERNMENT OF MONTENEGRO
MINISTRY OF ECONOMY
ACTION PLAN 2019-2020
Podgorica, November 2018
OPERATIONAL OBJECTIVES WITH PERFORMANCE INDICATORS
	STRATEGIC GOAL: Ensuring the sustainability and quality of the universal service, conditions for the development of new postal services, efficient and developed market adapted to the needs and demands of postal services users

	Operational objectives:
	Indicators:

	1. Ensuring the quality and sustainability of the universal service
Start value: The Law on Postal Services and the Rulebook on the Method of Keeping Accounting Records and Calculation of Net Cost of the Universal Postal Operator have been adopted
Target value until 2020: The Law on Postal Services and the Rulebook on the Method of Keeping Accounting Records and Calculation of Net Cost of the Universal Postal Operator will be implemented in 2020
	Ensuring the provision of the universal service in accordance with the Law on Postal Services, the Rulebook on the Method of Keeping Accounting Records and Calculation of Net Cost of the Universal Postal Operator and standards relating to the control and measurement of the quality of provision of the universal postal service

	2. Modernisation of existing and development of new services based on the synergy of postal and electronic services and use of new technologies
      Start value: 1 modernised, i.e. new postal service
     Target value until 2020: 2 modernised, i.e. new postal services
	Minimum 2 modernised, i.e. new postal services

	3. Strengthening of the postal market in Montenegro by encouraging competition and access to the public postal operator network
      Start value: At least 1 agreement on access concluded between the UPO and operators
      Target value until 2020: At least 2 agreements on the access concluded between the UPO and operators
	Greater degree of use of the UPO network in relation to the existing situation

	4. Strengthening the protection of end users
      Start value: Decline in the number of complaints by 10%.
      Target value until 2020: Decline in the number of complaints by 20%.
	Reducing the level of users unsatisfied with the provision of postal services by postal operators (so far there have been about 9% of dissatisfied users)


MEASURES AND ACTIVITIES
	STRATEGIC GOAL I: Ensure the sustainability and quality of the universal service, conditions for the development of new postal services, efficient and developed market adapted to the needs and demands of postal services users 

	OPERATIONAL OBJECTIVE
	MEASURE
	COMPETENT BODY
	TIME FRAME
	ASSETS AND FUNDING SOURCE
	RESULT INDICATORS

	1. Ensuring the quality and sustainability of the universal service

	1.1. Amendments to regulations relating to ensuring the sustainability of the universal service
	AECPS
	I-II quarter 2019

	-
	- Amended Rulebook on the Method of Keeping Accounting Records and Calculation of Net Cost of the Universal Postal Operator within the specified period

	
	1.2. Amendments to regulations relating to ensuring the quality of the universal service
	AECPS
	III quarter 2019-IV quarter 2020
	-
	- Amended Rulebook on Detailed Conditions for the Provision of Universal Postal Service within the specified period

	
	1.3. Implementation of the Rulebook on the Method of Keeping Cost Accounting Records and Calculation of Net Cost of the Universal Postal Operator
	Post Office, AECPS
	I-IV quarter 2019
	Assets of the Post Office and AECPS
	- Positive opinion of the auditor regarding the calculation of net cost of the universal postal service

	
	
	
	
	
	- Conducted procedure for verification of the calculation by the AECPS within the specified period

	
	1.4 Adoption of corporate Strategy for the Development of the Public Postal Operator
	Post Office
	IV quarter 2019-II quarter 2020
	Assets of the Post Office
	- Adopted corporate Strategy for the Development of the Public Postal Operator within the specified period

	
	1.5. 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) 

	AECPS, Post Office 

	IV quarter 2020-continuous
	Assets of the Post Office and AECPS
	

	
	
	
	
	
	Organised at least 1 training/education on the application of European standards for control and measurement of the quality of provision of the universal postal service, for all employees involved in control and measurement of the US quality;

	
	1.6. Implementation of the new postal address code in Montenegro
	Post Office
	I 2019-IV quarter 2020
	Assets of the Post Office
	- The postal address code in use within the specified period

	2. Modernisation of existing and development of new services based on the synergy of postal and electronic services and use of new technologies
	2.1. Encouraging the development of new postal services and modernisation of existing ones, based on the e-service development 
	Postal operators, AECPS
	Continuous
	Assets of postal operators
	- Increased number of services by modernising the existing ones or using modern technologies (at least 2 new services by the end of 2020)

	
	2.2. Raising citizens' satisfaction level regarding the use of new e-post services

	Postal operators, AECPS, ME
	Continuous
	Assets of postal operators and AECPS
€ 5,000 from the budget
	- Increased citizens' satisfaction level by 2 % 

	
	2.3. 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
	Postal operators and AECPS
	Continuous
	-
	- At least 1 new postal service introduced as a result of creation of a common market for certain postal services

	3. Strengthening of the postal market in Montenegro by encouraging competition and access to the public postal operator network 
	3.1. Analysis of pricing and regulatory conditions of access to the UPO network
	AECPS, Post Office
	Continuous
	Assets of the AECPS
	- Analysis carried out on an annual basis

	
	3.2. Informing other operators about the possibilities of access to the UPO postal network
	AECPS, Post Office
	II quarter 2019-II quarter 2020
	Assets of the AECPS and Post Office
	- Organised at least one workshop for all postal operators in Montenegro for the purpose of providing information on the conditions of access to the PPO network

	4. Strengthening the protection of end users

	4.1. Monitoring the degree of harmonisation of national legislation with international legislation in the area of users' protection
	ME, AECPS, Post Office
	Continuous
	-
	- Adoption of relevant regulations and establishing internal procedures harmonised with the EU framework and UPU acts

	
	4.2. Implementation of the standard EN 14012 relating to the measurement of the number of complaints and compensation to users
	ME, Post Office, AECPS
	I-IV quarter 2020
	               - 
	- Fulfilled quality indicators in accordance with the definitions of standard EN 14012

	
	4.3. 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
	Postal operators, Customs Administration, AECPS
	Continuous
	Assets of the Post Office
	-  Prepared guidelines for strengthening of capacity and improvement of security level  regarding the application of safety and security standards in clearance and distribution of postal items;
-   Organised at least 1 training for all employees related to taking security measures in clearance and distribution of postal items


