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1. Introduction 

Recently, the term ”liberalisation“ has become widespread in 
the postal sector. The main issues in the liberalisation process are 
the need to guarantee the universal service and finding a new way 
of financing the universal service. Last legislation in the postal 
sector in the Slovak Republic requires the use of a compensation 
fund to ensure funding the forced costs from providing the 
universal service. Contributors to the compensation fund are 
all the providers of interchangeable postal services. The main 
problem of this legislation is a decision and, thus the answer to 
the question when it comes to interchangeable service [1], [2] 
and [3].  

 

2. Assessment of interchangeability

According to § 4, Section 1, of the Postal Services Act, 
interchangeable postal service is a  postal service that can be 
considered from the user’s point of view to be the service 
that belongs to the range of a  universal service by being 
interchangeable to a  sufficient degree with the universal service 
[4] and [5]. Simply, we can say that the interchangeable service 
is a  service provided by a  postal service provider which is not 
the universal service provider and the service is similar to the 
service from the range of universal services. These services may 
be similar/interchangeable from different perspectives. According 
to the act, assessment of interchangeability is conducted from the 
following perspectives:

• content of postal service,
• purpose and usage of postal service,
• price of postal services,
• added value of postal service.

From some perspectives, the assessment of interchangeability 
is quite obvious, such as the price of postal service. Therefore, 
the explicit aspects are considered as first when assessing the 
interchangeability. The assessment based on the value added 
approach is used just in the case when the postal service is 
considered as interchangeable from all other perspectives [6] 
and [7].

2.1 Assessment of interchangeability from the value 
added perspective

Value added can generally be assessed on the basis of 
evaluation of customer value. The notion of value is neither 
absolute nor objective. It is always subjective because every 
customer has individual values, depending on his/her needs. 
In essence, the customer value is divided into three categories: 
exchange value (represented by price), use value (represented by 
total utility) and emotional value [8].

The exchange value is the value expressed in the price which 
the postal company is willing to provide the postal service for 
and a postal customer is willing to pay for it. The exchange value 
is created in the market at the point where supply meets the 
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•	 customer care and respect (professional and dignified 
customers treatment while providing the postal services, in 
terms of trust, courtesy, etc.);

•	 convenience (the simplicity of postal service provision - spatial 
and temporal availability of postal services, ease of mailing 
conditions, etc.).

2.4 Procedure for assessment of the use value

Assessment of the use value may be determined by using 
a variety of theoretical methods and procedures. As a procedure 
for assessment of the use value, which can be applied in testing the 
interchangeability of postal services, we will describe a procedure 
that follows the next steps:
A. 	 Establishing evaluation criteria,
B. 	 Establishing criteria weights,
C. 	 Evaluating alternatives,
D. 	 Aggregating partial use values,
E. 	 Selecting the best alternative.

A. 	Establishing evaluation criteria

For the development of criteria arising from the foundations 
of utility theory and the logic of mathematical model, basic 
requirements of criteria such as relevance, integrity, independence, 
discrimination and compensation must be met. Relevance can be 
understood as a significance of the various criteria and from the 
completeness perspective, all relevant criteria have to be taken 
into account. We must also ensure that the criteria in their 
remarks do  not affect each other (correlating characters must 
be assigned to the superior characters), which will be ensured 
by the requirement for independence. Discrimination says that 
the criteria manifestation of the various alternatives have to be 
reflected in different results. Compensation means the linking of 
criteria, so that “better” one in the first criterion must compensate 
“worse” one in the second criterion.

For the development of evaluation criteria in terms of postal 
services, it is needed to be aware of these essential requirements:
•	 criteria cannot be determined in general, but only in relation 

to the issue of interchangeability of postal services;
•	 criteria must be derived from superior (strategic) objectives - 

fulfilling the Postal Services Act;
•	 criteria shall be divided as long as they can be clearly 

determined.

B.	 Establishing criteria weights

After the establishment of evaluation criteria, which have 
been determined on the basis of the above requirements, we 
can specify the weights for the criteria. Criteria weights are 
characterized by the following:

demand – postal operators and their customers, while both of 
these entities are willing to proceed an exchange for this price.

The use value (or value-in-use) refers to a value that a postal 
service generates for a specific owner under a specific use.

Emotional value is represented by the individual satisfaction 
(complacency), emotional and intangible aspects (money – 
customers hardly spend their money, time - the value of time is 
considered to be higher than the value of money), effort - the 
customer must put a  physical effort to obtain a  postal service, 
psychological stress - involves the need to deal with the postal 
service provider, waiting for the provision of services, filling out 
forms, the need to understand the new procedures, the need to 
adapt to new things and situations.

As it was previously mentioned, the emotional value is very 
subjective, because each customer is different. For this reason, 
we will take into account, while quantifying the value added, 
particularly the use value expressed in the total utility (TU) and 
the exchange value expressed in the service price (P). 

2.2 Quantification of value added

Customer value added = proportion of total utility of postal 
services and prices/tariffs for postal service:

VA = TU/P	 (1)

VA - value added 
TU - total utility 
P - price

The total utility is a set of benefits that the customer expects 
from the postal service. Price represents a financial value that the 
customer must expend in relation to evaluating, obtaining and 
using the postal services [1]. 

2.3 Basic factors of customer utility

Factors of utility for the customers primarily include:
•	 warranty (content and scope of warranty result in gaining the 

customer trust to the postal company and the postal services 
offered by the company);

•	 reliability in the provision of postal services (a  low number 
of complaints, the postal company’s good image in the eyes 
of customers);

•	 speed ​​of providing the postal service ( D + x );
•	 quality of provided services attributed to the postal company 

based on the quality certificates, e.g. ISO 2000, etc.;
•	 accurate and timely information (provided to the customer 

before, during and after the provision of postal service);
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3. Example on the assessment of the use value

For a  better understanding how to decide on the 
interchangeability of the two services based on the assessment 
of the added value, we will give an example, which is provided 
(see Table 1). This will be an evaluation of the interchangeability 
of a  postal service provided by alternative postal operator and 
a postal service from the scope of universal services provided by 
the Slovak Post - the universal service provider. From the content 
perspective, the service is interchangeable with the service “1st Class 
Parcel” provided by the Slovak Post. We will be considering the 
interchangeability of these two services in terms of added value. 

A. Establishing evaluation criteria

In this case, we established the following evaluation criteria:
1. 	 Ensuring the safety of postal items.
2. 	 Appropriate conduct of employees.
3. 	 Meeting the agreed conditions (speed of delivery of the item).
4. 	 Process simplicity of the service.
5. 	 Spatial and temporal availability of post offices and mailboxes.
6. 	 Wait time.
7. 	 Availability of information about the products and services.
8. 	 Complaint handling.
9. 	 Additional services.

We assigned the different quality levels to the specific criteria. 
We used the levels that are common in practice and that are 
characteristic for a given criterion such as ensuring the safety [9]:
• 	 no guarantee against loss,
• 	 guarantee up to the level of the difference,
• 	 guarantee up to the price level,
• 	 guarantee up to the multiplied price. 

B. Establishing criteria weights

Then we identified the weights of each criterion according to 
a survey on customer satisfaction with the Slovak Post conducted 
in 2008. Those criteria that were not included in the survey were 
linked with the weights based on the expert estimation. Of course, 
the researcher could use the results of his own survey.

We assigned percentages to the qualitative levels of individual 
criteria according to their relevance to the customer so that the 
sum of the percentage of options for each criterion is equal to one 
hundred per cent.

We have to take into account the different opinions among 
ordinary customers who use postal services in a  small volume 
(retail customers) and the customers who regularly use postal 
services in a  large volume (corporate customers). These two 
groups of customers assign different weights to each criterion. For 
this reason, we divided the weights into two groups:
• 	 retail customers - SU (small user),
• 	 corporate customers - LU (large user). 

•	 they assess the importance of each criterion of 
interchangeability of postal service,

•	 since there are too many criteria for the direct assignment of 
weights, they can be arranged in a target hierarchy, and then 
group-weighted,

•	 sum of the factors of one group = 1,
•	 absolute weight of one character (absolute partial utility) is 

calculated as the multiplication of specific weights of the degree 
(relative partial utility) and all superior specific weights,

•	 predicted costs of the postal service can be directly evaluation 
criterion and their value can represent the use value, as a final 
ranked dimension is the profit.

C. 	Evaluating alternatives

In doing so, it is an assessment of interchangeability of postal 
services depending on how far the developed characters relevant 
for the decision are. We must realize that the quantitative and 
qualitative variables must be transformed into numerical values ​​
with the same dimension in all evaluation criteria.

D. 	Aggregating partial use values

•	 Aggregating the use values ​​must meet the following 
requirements:

•	 total utility of each postal service can be derived from the 
weighted partial utilities,

•	 numerical values ​​(scores) are multiplied by the criteria 
weights and the results are summed,

•	 sometimes it is preferable to use multiplication instead of 
addition, it is thus possible to evaluate the postal services 
with low scores in some respects, while a  low score for 
addition connections can be significantly compensated by 
large numbers,

•	 K.O. criterion is taken into account when the final result is 
equal to zero.

E. 	Selecting the best alternative

After the realization of all the previous steps for assessing 
the use value, we can proceed to the final step, which definitely 
evaluates the best alternative from the group of assessed postal 
products and services. This part of the evaluation process allows 
us to use the total use values ​of the assessed postal products and 
services to derive the final ranking of examined alternatives.

Due to the subjective assessment and weighting of criteria, and 
as a result of not always theoretically explainable transformation 
of characteristics to the numerical values, ​​“control of assurance” 
should be proceeded. 

Method of “equivalency test” compares the different criteria 
which have diverse results, and submits the abstract, weighted use 
values ​​back to the specific characteristics of characters [1].



80 ●	 C O M M U N I C A T I O N S    2 / 2 0 1 4

Calculation of the total utility of selected postal services for the purposes of evaluation of interchangeability  
of postal services (concept) 	    	    Table 1
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E. Selecting the best alternative

In our case, the total utility of the service “1st Class Parcel” 
provided by the Slovak Post is 39.56 points. For similar service 
provided by the alternative operator, the total utility is 30.99 
points. 

Based on the result, it would be logical to choose the service 
“1st Class Parcel” provided by the Slovak Post.

4. Conclusions 

To quantify the value added of services, we need to divide 
the total utility (Table 1 row “Total”), according to the above 
equation for calculating value added (1), by the price and then 
assess the interchangeability.

This division is necessary especially in cases when the total 
value of utility of alternative operator exceeds several times the 
value of the total utility of the universal service provider. In our 
case it is not necessary, since our results show that the value of 
the total utility of assessed postal service of alternative postal 
operator is even smaller than value of the total utility of the postal 
service from the area of universal services.

In our case, it is clear that it is the interchangeable service 
because the total utility of the service provided by the universal 
service provider is higher than the total utility of the similar 
service provided by the assessed company. So we cannot state 
that the assessed postal service of alternative operator has 
a  significantly higher value added comparing to the service 
provided by the Slovak Post.

By the example of calculating the total utility of postal 
services and its interpretation, we have demonstrated the 
application of the method of determining the added value in 
assessing the interchangeability of postal services and thus 
we achieved the main objective. However, the results of the 
total utilities of services are not always so clear. In that case, 
it is necessary to calculate the value added. There may also be 
a problem when the value added of the service provided by the 
assessed postal company is higher than a value added of a similar 
service provided by the universal service provider. In that case, 
it would be necessary to decide how much the added values have 
to differ to become irredeemable services. There are several 
decision options. The exact value of the ratio or the difference 
for the calculated values added of compared postal companies 
would have to be determined by a  regulatory authority for the 
postal sector in a given country.

This methodology quantifying the value added is intended 
primarily for postal sector regulator, which is the main authority 
in the evaluation of interchangeability of postal services as 
well as for postal operators themselves. The proposed solution 
also paves the way for a  more detailed specification of the 
monitored criteria or more accurate determining the proportional 

C. 	Evaluating alternatives

The next step is a  numerical expression of the for the 
individual criteria and their options. First, it is necessary to 
convert the individual criteria on an equal basis. This is achieved 
as follows:

. / %conv SU LU
x
x

100#= / 	 (2)

conv. SU/LU – weights converted on an equal basis
x – weights of the individual criteria

It is also necessary to quantify the weights for the various 
options of criteria. We will obtain the result by the following 
calculation:

. / %Y conv SU LU
y

100#= 	 (3)

conv. SU/LU – criterion weight
y – significance of a given option of a given criterion expressed 
as a percentage
Y – converted weight of a given option of criterion

D. Aggregating partial use values

To determine the individual use values, we must first 
determine which options of the individual criteria are met by the 
postal operators. One of these operators is the universal service 
provider and the other is the postal operator whose service is 
being assessed whether it is interchangeable or not. In our case, 
the Slovak Post represents the only universal service provider and 
unnamed company represents an alternative provider of postal 
services. We assigned a value of one to the option which was met 
by a given enterprise.

Consequently, the value of utility (U) for a  given criterion 
and a given postal company is calculated as a sum of arithmetic 
averages of the converted weights of a given option of criterion for 
retail and corporate customers (the calculation is not presented 
in Table 1).  

U
Y Y
2

SU LU=
+/ 	 (4)

Y
SU

,Y
LU

 – converted weight of a given option of criterion
U – utility of the specific criterion

Final value of total utility (TU) of the compared services will 
be quantified as a sum of the utilities of single criteria.

TU U=/ 	 (5)

U –  utility of the specific criterion 
TU – total utility
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This procedure may also serve as a  guide for solving the 
issues of the quantification and comparison of value added in 
services in general.

characteristics of utility perceived by customer according to type 
of customer.
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