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NOTICE TO MEMBERS

Subject: Petition 0647/2008 by F.K. (German), on Deutsche Post

1. Summary of petition

The petitioner complains at length about the quality of the service provided by Deutsche Post. 
He considers that the advertising for Deutsche Post does not tally with the quality of the 
service. He wants the EU to establish proper regulations for Deutsche Post.

2. Admissibility

Declared admissible on 16 October 2008.  Information requested from Commission under 
Rule 192(4).

3. Commission reply, received on 20 March 2009.

The petitioner sustains that a high number of uninsured postal items (parcels) have not been 
delivered to him by Deutsche Post AG (DPAG). The "losses" in question should be 
considered as "thefts". The petitioner further states that the "customer service has been 
absurdly bad and useless"; in particularly he states that "if an answer is given, it might take 
weeks". In these contexts answers given "would in most cases be standard texts with an 
excuse". However, at the end of his petition he states: "Any complaints with Deutsche Post 
have remained unanswered". The petition does not give any elements that would allow to 
conclude that he had contacted the national regulatory authority to complain about DPAG.

Directive 97/67/EC of the European Parliament and of the Council of 15 December 1997 on 
common rules for the development of the internal market of Community postal services and 
the improvement of quality of service1 as amended by Directive 2002/39/EC2 and Directive 

                                               
1 OJ L 15, 21.1.1998, p. 14–25.
2 Directive 2002/39/EC of the European Parliament and of the Council of 10 June 2002 
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2008/6/EC1 (hereafter: Postal Services Directive) foresees in its Article 19 that Member States 
shall ensure that transparent, simple and inexpensive procedures are drawn up for dealing 
with users' complaints, particularly in cases involving loss, theft, damage or non-compliance 
with service quality standards. Member States shall adopt measures to ensure that those 
procedures enable disputes to be settled fairly and promptly with provision, where warranted, 
for a system of reimbursement and/or compensation. The requirements of the Postal Services 
Directive have been transposed in Germany through the Postal Act (Postgesetz, PostG), and 
the Postal Service Ordinance (Postdienstleistungsverordnung, PDLV, hereafter: Postal 
Service Ordinance). On this basis the petitioner has the possibility to complain to the 
universal service provider in question (in his case DPAG). Should this complaint not be 
satisfactory in the understanding of the complainant he further has the possibility to turn to the 
national regulatory authority (in his case "Bundesnetzagentur für Elektrizität, Gas, 
Telekommunikation, Post und Eisenbahnen"). § 10 (1) Postal Service Ordinance gives more 
details. It states that, in case a settlement of disputes between a postal user and the postal 
service provider was unsuccessful, the user can address the regulatory authority, complaining 
the injury of own rights which are entitled to him due to the Postal Service Ordinance, 
particularly in cases involving loss, theft or damage of postal items. The regulatory authority 
then ensures that disputes are settled fairly and promptly (§ 10 (2, 3) Postal Service 
Ordinance). Since postal users have the possibility to insure their postal items and stipulate 
the consequences in case of loss, theft or damage of insured items directly with the postal 
provider, a system of reimbursement and/or compensation is not foreseen in the Postal 
Service Ordinance. 

The Commission's services have informed the complainant about his rights under the Postal 
Services Directive with a letter dated 30 October 2008.

Furthermore, it should be noted that Directive 2008/6/EC of the European Parliament and of 
the Council of 20 February 2008 amending Directive 97/67/EC with regard to the full 
accomplishment of the internal market of Community postal services has not only decided on 
the final date for full market opening of postal services to competition (on 31 December 2010 
and 31 December 2012 respectively), but also extended the above system of user complaints 
to all postal operators. Germany liberalized its postal market already on 1 January 2008.

                                                                                                                                                  
amending Directive 97/67/EC with regard to the further opening to competition of 
Community postal services (OJ L 176, 5.7.2002, p. 21–25).
1 Directive 2008/6/EC of the European Parliament and of the Council of 20 February 2008 
amending Directive 97/67/EC with regard to the full accomplishment of the internal market of 
Community postal services (OJ L 52, 27.2.2008, p. 3–20).


