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Purpose & Methodology

Assess the extent of 
ƭŀǊƎŜ ōǳƭƪ ƳŀƛƭŜǊǎΩ 

satisfaction with the 
services provided by 

MaltaPost (USP)

Monitor a number 
of postal services 

aspects: price levels, 
quality, access and 

complaints handling

Provide for better 
regulatory decisions

Grant Thornton Services carried out the survey between April and June 2017 on behalf of the MCA.

A total of 40 organisations have participated in this face-to-face survey.

Each respondent (on behalf of the organisation) was the person responsible for handling mail and other postal 
articles in that organisation.

To be eligible to participate in the survey the organisation had to:
» Use the bulk mail service to send addressed letters; and
» On average had to send more than 750 addressed letters in a year using this service (thus excluding any one-

off users of the bulk mail service)



Section 1:
Letters
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Sending Letters

Did the number of addressed letters sent increase, decrease, or remain the same over the past 12 
months?

Sample size – 40

The 3 entities who claimed they sent more letters cited marketing and direct advertising as the main reasons.



Use of Bulk Mail Service

How often do you use the bulk mail service?

Sample size – 40
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Drop off its mail at the Maltapost office

Have its mail collected by Maltapost

Both

When making use of MaltaPost’s bulk mail 
service, does the organisation…

Between 2014 and 2017 bulk mailers have
been sending mail less frequently; the
majority of bulk mailersstill usingthe service
on a weeklybasis.

Sample size – 40
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No Yes (<50% of mail) Yes (50-79% of mail) Yes (80-100% of mail)

Post-code Usage

Does the organisation include the post-code when sending a postal article using the bulk 
mail service? 

Sample size – 40



Post-code Finder Awareness

Is the organisation aware that there is a post-code finder on MaltaPost’s website? 

Sample size – 40

88%

12%

Yes No

Thehigh proportion of respondentswho are awareof the post-code finder onaŀƭǘŀtƻǎǘΩǎwebsite is consistent
with the proportionof respondentswho includethe post-codewhensendinga letter.



Decrease in Letters

If there was a decrease in the number of  addressed letters sent, what are the main reasons?
Sample size – 8

(Respondents could give multiple answers) 

Increasing from 57% in 2014 to 75% e-mail continues to be a major threat to postal services, with this medium 
being indicated as the main reason for decreases in letter mail.

25%

75%

13%

50% 50%

25%

0%

10%

20%

30%

40%

50%

60%

70%

80%

Telephone Email Messaging services Social media Online payment
facilities

eBusiness solutions



5%

10%

55%

20%

10%

10%

10%

43%

28%

10%

Bulk mail:
Price Satisfaction

How reasonable does the organisation find the price of MaltaPost’s bulk mail service?

Sample size – 40 

2014 Price Satisfaction Levels: 38%
2017 Price Satisfaction Levels: 30%

Not at all  
reasonable

Very reasonable

2014

2017



Non-Postal Alternatives

If the price of MaltaPost’s bulk mail service were to increase by 5-10% would the
organisation consider switching to non-postal alternatives?

Sample size – 40 
(Respondents could give multiple answers) 
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Businesses are already using email as an alternative; in the event of a 5-10% price increase the majority of 
respondents claimed that their preferred alternative would still be email. 
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Lead-time

What is an acceptable lead-time (in days) from date of posting a letter using MaltaPost’s bulk 
mail service to actual delivery? 

Sample size – 40

!ƴ ƛƴŎǊŜŀǎƛƴƎ ƴǳƳōŜǊ ƻŦ ōǳǎƛƴŜǎǎŜǎΩ ŜȄǇŜŎǘŀǘƛƻƴǎ ŀǊŜ ƭŜŀƴƛƴƎ ǘƻǿŀǊŘǎ ƴŜȄǘ-day delivery. 
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Deferred Delivery

Would the organisation opt for a bulk mail service which is cheaper/discounted for deferred 
delivery, whereby postal articles are then delivered after 3 days instead of next day?

Upfrom 10%in 2014, 33%of respondentsclamedthey would opt for a cheaperD+3 servicedependingon the
urgencyof their item.
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Sample size – 40
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Collection and Delivery of Bulk Mail Letters

Would 5 days a week for the delivery of 
postal articles by MaltaPost instead of 6 
days a week be acceptable to the 
organisation?

Sample size – 40 

If not, would the organisation find it acceptable 
to reduce the frequency of deliveries from 6 to 

5 days a week in order to maintain current 
postal prices?

Sample size – 16

Among entities that indicated a willingness to have a 5-day week delivery service 85% indicated Saturday as 
the day the organisation would remove delivery from. 



Section 2:
MaltaPost’s Services
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P.O. Box & Business Reply Service

How useful does the organisation find the 
P.O. Box service provided by MaltaPost? 

Sample size – 18 

Less than half of the respondents make use of the P.O. Box and Business Reply Services. The majority of P. O. 
Box and Business Reply Service users find the service useful.

How useful does the organisation find the 
business reply service provided by 

MaltaPost? 

Not useful 
at all

Veryuseful

Sample size – 18 
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MaltaPost’s Website:
Usage

Have you used MaltaPost’s website in the past 12 months? 

Sample size – 40

In 201430%of the respondentsclaimedto haveneverusedaŀƭǘŀtƻǎǘΩǎwebsite. In 201715%of respondentsdid not makeuse
of the websitein the last12monthsand24%of respondentswereheavyusers.
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Sample size – 33



MaltaPost’s Website: 
Usage

What is/are the main reason/s for using MaltaPost’s website? 
Sample size – 33 

(Respondents could give more than one reply) 

¢ƘŜ Ƴŀƛƴ ǊŜŀǎƻƴ ŦƻǊ ǳǎƛƴƎ aŀƭǘŀtƻǎǘΩǎ ǿŜōǎƛǘŜ ǿŀǎ ǘƻ ǎŜŀǊŎƘ ŦƻǊ Ǉƻǎǘ-codes and prices of postal services.

6%

30%

48%

30%

36%

12%

0%

10%

20%

30%

40%

50%

60%

Searching for a nearby
letterbox/post office

Searching for
information about

products

Searching for post-
codes

Tracking parcels Prices of postal
services

Tracking postal articles



3% 3%

33%

55%

6%

MaltaPost’s Website:
Satisfaction

How satisfied is the organisation with MaltaPost’s website? 

Not at all 
useful 

Very 
useful

61҈ ƻŦ ǘƘŜ ǊŜǎǇƻƴŘŜƴǘǎ ŀǊŜ ǎŀǘƛǎŦƛŜŘ ǿƛǘƘ ǘƘŜ ǿŜōǎƛǘŜΣ ŎƻƴǎƛǎǘŜƴǘ ǿƛǘƘ нлмпΩǎ ǊŜǎǳƭǘǎΦ

Sample size – 33



Post Office Activity

Has the organisation made use of the post office in the last 12 months?

Sample size – 40
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Yes, rarely Yes, every 6 months

Yes, every quarter Yes, every month

Yes, every week

Sample size – 37 

Increasing from 85% in 2014 to 92% in 2017, the majority of respondents make use of the post office, with most 
respondents visiting every week.
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Post Office Services

Which post office services did the organisation make use of? Sample size – 37 organisations
Organisations could give more than one reply

The majority of respondents make use of the post office to post letters, deposit bulk mail and buy stamps.
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Post Office:
Opening Hours

How satisfied is the organisation with the Post Office’s opening hours?

Sample size – 37

Theamountof respondentsclaimingthat they are
satisfiedwith the post office opening hours has
decreased since 2014: satisfaction currently
standsat 35%whereasin 2014it was55%.
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Post Office:
Waiting Time

Sample size – 37

How reasonable does the organisation 
find the waiting time at the post office? Sample size – 22

Satisfactionwith waiting times at the post office standsat 43%; this is problematicdue to the largeproportion of respondentswho
visit the post office to drop off their bulk mail. LikewiseΨǉǳŜǳŜǎΩincreasedfurther since2014 (then 40%) as didΨƻǇŜǊŀǘƛƻƴƘƻǳǊǎΩ
(then30%).

What are the main reason/s for dissatisfaction?

Not at all 
reasonable

Very 
reasonable
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Complaints

Sample size – 40

In the last 12 months, has the organisation made a formal complaint to MaltaPost about any 
aspect of postal services?

The organisations that placed a formal
complaintdecreasedfrom 35%in 2014to 21%.

Among those that placed a complaint (8
entities)the reasonsfor doingsowere:
» Delays
» Mis-delivery; and
» Registeredmail



Complaint Resolution

Sample size – 8

How satisfied was the organisation with how the complaint was dealt with?

26% of respondents who filed a formal
complaint with MaltaPost were satisfied
with how it was dealt with, significant
decreasecomparedto 2014(64%).

The majority of respondents(63%) were
neither satisfiednor dissatisfiedwith how
their complaintwashandled.

None of the organisationsthat made a
complaintwerecompensatedin anyway.
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Satisfaction with the Bulk Mail Service

Sample size – 40 

How satisfied is the organisation with MaltaPost’s bulk mail service?

Not at all  
satisfied

Very satisfied

68% of respondents are satisfied with
aŀƭǘŀtƻǎǘΩǎbulk mail servicecomparedto 83%
in 2014.

90% of the interviewed organisationsintend to
useaŀƭǘŀtƻǎǘΩǎbulk mail servicein the next 12
monthswhile 10%indicatedΨŘƻƴΩǘknowΩ.

In 2014 all 40 respondentsclaimed that they
intendedto useaŀƭǘŀtƻǎǘΩǎbulk mail servicein
the followingtwelvemonths.
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Overall Satisfaction with MaltaPost Services

Sample size – 40

In its experience, what does the organisation think of  the overall quality of postal services 
provided by MaltaPost?

The majority of respondents (75%)
were satisfiedwith the overall quality
of postalservice,a slightdecreaseover
2014(83%).
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Highlights



Highlights:
Letters (1/2)

Å A shift from frequent use (e.g. daily)to lessfrequentuse(e.g. 6 months) wasobserved. This
couldbe due to the adoptionof other meansof communicationssuchassocialmediaand
other electronicsubstitutes(emailandonlinepaymentfacilities).

Å 88% of respondentsclaimedto be awareof the post-code finder onaŀƭǘŀtƻǎǘΩǎwebsite.
Overall92% of respondentsclaimedto write the post-code when sendingletters through
the bulkmailservice,with the majority includingthe post-codein 80-100%of their mail.

Å Respondentswho claimedto havesent fewer letters cited email (75%), social media and
online payment facilities (both 50%) asthe mainreasonsfor doingso.

Å In the event of a 5-10% price increase the majority of respondentsclaimed that would
considerswitchingthe non-postalalternativessuchasemail (53%) and website (23%). 28%
indicatedno alternative, possiblyindicatinglegalor physicalconstraints.



Highlights:
Letters (2/2)

Å Themajority of respondents(65%) claimedthat they prefer a next-day(D+1) lead-time.

Å 33%of respondentsclaimedthey would opt for deferred delivery service (D+3) depending
on the urgencyof their items.

Å 60% of respondentsclaimedthat they would find a 5-day week acceptable. Of those who
did not find a 5-day scheduleacceptable81% indicated their willingness to pay for the
maintenanceof a 6-daydeliveryschedule.

Å 30%of respondentsclaimedto be satisfiedwith the price of bulk mail (38%in 2014).



Highlights: 
MaltaPost’s Services (1/2)

Å The majority of respondentsdo not make use of either the P. O. box service or of the
business reply service (both 55%). The majority of P. O. box usersand BusinessReply
Serviceusersfind the serviceuseful(both 61%).

Å 15% of respondentsclaimed to have not made use of MaltaPost’s website in the 12
months precedingthe survey. While 24% were heavyusersand visited the websiteevery
weekthe majority usedthe websiteonceeveryfew months.

Å RespondentsusedaŀƭǘŀtƻǎǘΩǎwebsite for a variety of reasons: to search for post-codes
(48%), product prices (36%), information (30%) as well as to track parcels (30%). 61% of
respondentsclaimedto be satisfiedwithaŀƭǘŀtƻǎǘΩǎwebsite.



Highlights: 
MaltaPost’s Services (2/2)

Å 92%of respondentsclaimedto havevisitedthe post office in the 12 monthsprecedingthe
survey. Themain reasonsfor visiting the post office are to post letters, buy stamps and
deposit bulk mail (65%).

Å Theproportion of respondentsclaimingto be satisfiedwith the post office opening hours
hasdecreasedsince2014: satisfactioncurrentlystandsat 25%whereasin 2014it was55%.

Å Satisfactionwith waiting times at the post office standsat 43%. Queues were cited as a
reasonfor dissatisfaction,increasingfrom 40%in 2014to 86%.



Highlights: 
Overall Quality

Å Theproportion of respondentswho filed a formal complaint decreasedfrom 35%in 2014
to 21%. Reasonsfor lodginga complaint includeddelays,mis-deliveryand registeredmail.
Of those respondentswho filed a complaint, 26% were satisfied with the way their
complaintwashandled.

Å 75%of respondentsclaimedto be satisfiedwith the overall quality of servicesprovidedby
MaltaPost.


