MALTA COMMUNICATIONS AUTHORITY

LICENCE TO MALTAPOST PLC FOR THE PROVISION OF

POSTAL SERVICES WITHIN THE SCOPE OF THE

UNIVERSAL SERVICES

This Licence is being granted by the Malta Communications Authority in exercise of the
powers conferred on it by the Postal Services Act (Cap 254 of the Laws of Malta),

Date of Commencement:

1% May 2013

Name of Licensee:

MaltaPost plc

Registered Address:

305, Qormi Road, Marsa MTP 1001

Company Registration Number:

C22796

L & Valletta Waterfront,
Pinto Wharf,

Foriana FRN 1913,
Malta

Tel:  (+356) 2133 6840
Fax:  (+356) 2133 6846
Email: info@mca.org.mt
Web: www.mca.org.mt



MALTA COMMUNICATIONS AUTHORITY

SECTION A: DEFINED TERMS

1. Defined Terms

1.1 Any reference to the “Act” in this Licence is a reference to the Postal Services Act
(Cap. 254 of the Laws of Malta) and to any regulations made thereunder.

1.2 The provisions of article 2 of the Act shall apply to this Licence.

1.3 1n this Licence, unless the context otherwise requires:

“the Authority” means the Malta Communications Authority established under
the Malta Communications Authority Act (Cap. 418 of the Laws of Malta);
and

“the Licensee” means MaltaPost plc (company registration number C22796).

1.4 1In this Licence the word “decision” shall have the meaning that it has under
article 2 of the Malta Communications Authority Act (Cap. 418 of the Laws of
Malta).

SECTION B: GRANT AND GENERAL CONDITIONS OF LICENCE

2. Grant

2.1 By virtue of this Licence, the Licensee is hereby authorised to provide postal
services within the scope of the universal services as specified in the Act, for an
indefinite term and subject to the terms and conditions stated in this Licence. The
grant of this Licence shall also authorise the Licensee to provide postal services
outside the scope of the universal services.

3. Suspension and Termination

3.1 The Authority may suspend or withdraw this Licence at any time for serious and, or
repeated breaches by the Licensee of any laws and, or decisions.

3.2 The Licensee may hand back this Licence at any time by communicating its
intention to do so in writing to the Authority giving the reasons for handing back
the Licence, in which case the Licence shall be considered as terminated only if the
Authority consents to such handing back in writing:

Provided that where the Licensee is designated as a universal service
provider, the Licensee shall communicate in writing its intention at least twelve
(12) months prior to the date when the Licensee intends to hand this Licence back
to the Authority:

Provided further that the Licensee may not hand back this Licence within
eighteen (18) months from the date of grant of this Licence.
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3.3

3.4

3.5

MALTA COMMUNICATIONS AUTHORITY

The termination of this Licence shall occur upon the earlier of:

(a} a decision of the Authority to withdraw the Licence in accordance with the
applicable legislation; or

(b) the handing back of the Licence by the Licensee to the Authority provided the
Authority in writing consents to such handing back as provided for in this
Licence; or

(¢} the insolvency, liquidation or bankruptcy of the Licensee; or

(d)} the winding up or dissolution of the Licensee.

This Licence shall cease to have effect upon its suspension or termination:

Provided that where the Licensee wishes to provide, or continue to provide,
postal services which are outside the scope of the universal services, the Licensee
shall notify its intention to the Authority to provide such services in accordance
with the Act:

Provided further that where the Licence has been suspended by the Authority
this Licence shall recommence to have effect from the date when the Authority
revokes the suspension.

The suspension or termination of this Licence shall not operate as a waiver or
release of any obligation of the Licensee, as applicable, arising prior to such
termination or suspension.

Rights of the Authority

The Authority may add to, or amend any of the terms and conditions of this
Licence when such additions or amendments are necessary as a result of any
international obligations entered into by the Authority or by the Government of
Malta, or by the need to ensure compliance with the Act:

Provided that the Authority shall not be held responsible in any manner
whatsoever for any damages suffered or expenses incurred by the Licensee as a
result of any amendment of the terms or conditions of this Licence:

Provided further that the Authority shail inform the Licensee in advance of
any additions or amendments to the terms and conditions of this Licence. In doing
so the Authority shall give the Licensee the opportunity to submit its views within
such timeframe as the Authority may consider appropriate in the circumstances.
The Authority, in such circumstances, may grant a reasonable timeframe for the
implementation of the relevant additions and, or amendments to the terms or
conditions by the Licensee,
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5.2

6.2

Cessation of Business as a Postal Operator

The Licensee shall establish, and at all times during the term of this Licence
maintain all necessary arrangements ensuring that if it ceases to carry on business
as a postai operator, postal articles in its care at the time of such cessation shall be
delivered to their intended addressees.

The Licensee shall immediately notify the Authority in writing if for whatever cause
it ceases to provide postal services, including without prejudice to the generality of
the foregoing:

(a) prior to the filing of an answer admitting the allegations of a demand by any
creditor for declaration of bankruptcy;

(b) prior to the institution of dissoiution or liquidation proceedings with respect to
its business;

(c) prior to the approval of a demand for the dissolution or the liquidation of the
Licensee or effecting a plan or other arrangement with the creditors of the
Licensee which may affect the operation of postal services under this Licence;

(d) on being subject to an executive warrant of seizure or of garnishee order or
other similar process that may materially affect the provision of postal
services; or

(e) upon the occurrence of any event which is reasonably likely to lead to
foreclosure or to the judicial sale of a substantial part of the assets of the
Licensee.

Applicability of Laws, Decisions of the Authority, etc

The Act, all national laws, all decisions of the Authority, and applicable European
Union Law, shall apply to the Licensee for all purposes and shall form an integral
part of this Licence except in those cases where the Licensee is specifically
exempted by the Authority.

The Licensee shall comply with the terms and conditions of this Licence, as well as
any applicable obligations or requirements, however described, emanating from the
laws and decisions mentioned in sub-article 6.1 of this Licence:

Provided that nothing in this Licence shall exempt the Licensee from the
obligation to diligently obtain at its own expense any permit, licence or other
approval or authorisation however so described, that may be necessary for it to
conduct, operate and maintain the postal services or any part thereof, or from the
obligation of the Licensee to comply with any condition of any such permit, licence
or other approval or authorisation however so described:
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6.3

7.1

8.2

10.
10.1

Provided further that the Licensee shall be solely responsible for all expenses
and other commitments, however so described, whether financial or otherwise, in
respect of the Licence and the implementation thereof, and the Authority shall not
be responsible for any such expenses or commitments whatever they may be.

Nothing in this Licence shall be construed as absolving or releasing the Licensee
from any obligations, or limiting the power of the Authority to amend this Licence
or to impose further conditions on the Licensee.

Severability

If any term or condition of this Licence is determined to be illegal or invalid by any
court or tribunal, however so described, such determination shall have no effect on
the validity of any other parts of this Licence, which parts shall remain in full force
and effect for the term of the Licence or any amendment thereof.

Transfer of Licence

This Licence may not be transferred or assigned by the Licensee to another person
without the prior consent in writing of the Authority and in accordance with the
provisions of the Act. The decision of the Authority in this regard shall be
communicated in writing and the Authority shall give reasons for its decision. Such
decision shall not be unreasonably withheld or delayed.

A change in the control of the ownership or management of the Licensee shall be
equivalent to the transfer of the Licence, and shall be subject to the prior consent
in writing of the Authority as aforesaid, which shall not be unreasonably withheld or
delayed.

Licence Fees

The Licensee shall pay any licence fees however so described in accordance with
the provisions of the Act.

Non-Compliance

If the Authority has reason to believe that the Licensee is not complying with the
terms or conditions of this Licence, the Authority may take any required action as
authorised at law.
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MALTA COMMUNICATIONS AUTHORITY

SECTION C: SERVICES PROVIDED AND RELATED CONDITIONS

11. Service Provision and Complaint Handling

11.1 The Licensee shall collect, convey, and deliver postal articles according to the
prices and terms and conditions, including quality of service standards, as defined
by the Licensee or as agreed upon with individual customers.

11.2 Within two (2) months of the grant of this Licence, the Licensee shall establish and
operate adequate systems for:

(a) measuring and recording its performance in achieving the quality of service
standards as defined by the Licensee or as agreed upon with its individual
customers; and

(b) recording, analysing and responding to complaints in respect of the postal
services provided by the Licensee generally.

11.3 On the grant of this Licence, the Licensee shall submit to the Authority its
procedures for handling complaints about all postal services it provides. The
Authority shall verify that the procedures reflect and conform to ail legal
requirements as provided for in the laws and decisions it enforces. The procedures
shall:

(a) be transparent, simple, inexpensive and prompt;

(b) cover in particular complaints involving loss, theft, damage or non-
compliance with quality of service standards;

(c) identify where responsibility lies if more than one postal operator is involved;
(d) include appropriate reimbursement and compensation systems; and

(e} publicise updated information on complaint handling procedures and contact
details for lodging complaints with the Licensee in a manner as may be
determined by the Authority.

11.4 The Authority may require the Licensee to amend its procedures to ensure that the
conditions mentioned in sub-articles 11.2 and 11.3 of this Licence are satisfied.

11.5 Where a user is not satisfied with the way the Licensee has handled his/her
complaint, the Licensee shall ensure that the user is informed that s/he may refer
the complaint to the Authority for investigation.

11.6 If in the opinion of the Authority, the number or nature of complaints referred to
the Authority indicate, or if the Authority otherwise becomes aware, that the
complaint handling procedures of the Licensee are not adequate, the Authority may
require the procedures to be reviewed and improved.

11.7 The Licensee shall publish its complaints and redress contact details in a manner as
may be deterrnined by the Authority.
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12. Provision of Information

12.1 The Licensee shall in a timely manner provide any information as the Authority
may require in the exercise of its functions:

Provided that the Authority may also specify the form in which it requires
such information,

13. Protection of Integrity of Mail

13.1 The Licensee shall establish and apply adequate mail integrity procedures:

Provided that within two {2) months of the grant of this licence the Licensee
shall submit to the Authority the proposed mail integrity procedures, which
procedures are to be drawn up in accordance with any decisions by the Authority:

Provided further that the Authority shall verify that the procedures reflect and

conform with all requirements as provided for in the laws and decisions it enforces.

13.2 The Licensee shall establish and apply adequate mail integrity procedures for the
purpose of:

{(a) minimising the exposure of postal articles conveyed by the Licensee to the
risk of loss, theft, damage or interference;

{b) minimising the risk of non-compliance with the Act and, or any decisions in
relation to postal articles conveyed by the Licensee; and

(¢} improving the performance of the Licensee in relation to the matters referred
to in paragraphs (a) and (b).
13.3 The mail integrity procedures of the Licensee shall include the following:

fa) the selection, vetting, training, provisicn of incentives to and disciplining of
its staff, agents, sub-contractors, directors and officials however so
described;

(b) the security of its buildings and vehicles;

(c) the avoiding, identifying and taking action in respect of offences under the
Act in relation to postal articles conveyed by the Licensee;

(d) the collection and analysis of statistics on the achievement of the purpeses
set out in sub-article 13.2 of this Licence; and

(e} any other measures that the Authority may deem necessary.

13.4 The Authority may require the Licensee to amend Hs procedures to ensure that the
matters mentioned in sub-article 13.3 of this Licence are provided for.

13.5 The Licensee shall use all reasonable endeavours at all times to apply its maijl
integrity protection procedures.
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13.6 The Licensee shall allow the Authority to inspect all matters relating to the
procedures established under sub-articles 13.2 and 13.3 of this Licence and any
related physical facilities,

13.7 The Authority may review the mail integrity procedures of the Licensee, and the
Licensee shall cooperate in the conduct of any such review.

14. Separate Accounting

14.1 The Licensee shall keep annually independently audited accounting and financial
records for each of the service groups specified in sub-article 14.2 in this Licence.

14.2 The Licensee shall keep separate accounts to distinguish between each of the
following service groups:

(a) postal services which are within the scope of the universal services, pursuant
to this Licence;

(b) any other postal service comprising the conveyance of postal articles,
including all postal services which are outside the scope of the universal
services; and

(c) any service or activity not comprising the conveyance of postal articles.

14.3 The accounting systems must be sufficient so as to enable the Authority to
determine turnover in relation to postal services that are within the scope of the
universal services and any postal services outside this scope.

15. Provision of Universal Services

15.1 The Licensee may be designated as a universal service provider with an obligation
to provide the universal service or parts thereof, as determined in its designation
as a universal service provider and as may be decided by the Authority from time
to time in accordance with the Act:

Provided that where the Licensee is so designated, the Licensee shali provide
the universal service in accordance with the obligations imposed on it by or under
the Act and, or any decision issued by the Authority.

Signed on the 4 March 2013

lan Agius
Acting Diregtor |
Malta Commwupications Authority

Page 8 of 8



