European Social Dialogue Committee for

the Postal Sectag Training, Health and
Safey Working Group

Final Report

et

PostEurop®




POSTAL SKILLS AND WORK ENVIRONMENT IN THE DIGITAL ERA

SRR

: 1%
&

European Socidbialogue Committee for the Postal Sectol

lobal
.‘“ Tr.|e European Social Unl ﬂ"in“ I
e O & Snnre europa EY
PostEuro p @ oy Euvmien s CESI — 1. -
“‘. POUR LE SECTEUR POSTAL LDP[?|§1|-'|%S working world

- With the financial support of the European Commissid$/2019/0441



POSTAL SKILLS AND WORK ENVIRONMENT IN THE DIGITAL ERA

Contents

(O0] 41 (=] 0| £SO PP TP TP PP PP TP PSRRI PPPPN i
EXECULIVE SUMIMAIY.....ciiiiiiiiiiiiiiiieee ettt e e e e e e e e e e e e e e e e e e e e e e e e e s ame e e e e e e e e e e e e e e eeeeeeeeees 3
[ 100 (8 ox 1 o] o DR PPPPRPPPPPPIN 6
A |V 7= 1 0 To To [o] 0T |V 7
1.1  Selection of Occupational Areas and Profiles..........ccccuveveeeeeiiiniieiiiiiiin
1.2 RESEAICH AESIQN.. ... e e 10
121 DESK RESEAICKL. ....coiiiieeeeie e 11

1.2.2 (@11 STy 1 0] o] = 11 £ PR 12

1.2.3 SEMUSIIUCIUrEed INTEIVIEWS. ........eiiiiiiiiie et 12

1.2.4 SEMANTIC ANAIYSIS...coiiiiiiiiiii s 13

2 ANAIYSIS OF TESUITS ... ..o a e e e e 14
P R O U1 == Tod o PP P PP PP TPP PP 14
2.2  Skills Reference and Work Environment Frameworks..............ccoveeiiiieeiniiieeeniinee e, 14
221 Skills Reference Framewark............ooooiiiiiiiiiiiiee e 14

222 Work Environment FrameWOrK...........c.ouiiiiiiiiiiiiiiic e 25

223 Comparison with Baesffice Operations and Delivery of Postal Items.................. 31
CONCIUSIONS. ...t e e e e e e e e e e e e e e e e e e e e e e e e e e 36
AANINEXES ...ttt e e e et e e s 38
Skill Reference and Work Environment FrameWOrKS. ............oooiiiiiiiiiieiiiee e 38
NI BINNEXES. ... eeieeeiieet ettt e ettt e oo e e e et e e e e e s b e et e e e e s e asbb e et e e e e e e nsbbnneeeee s 40
(S]] o] Te o] =T o] 0 |V PP PTRTPTPPTTPPPTI 43



POSTAL SKILLS AND WORK ENVIRONMENT IN THE DIGITAL ERA

PREAMBLE

The European postal sector continues its process of transformation and diversification in terms of products and
services. The financial crisis that began in 2008, the complete liberalization process of the sector, the European social

and economic policies launched at the beginning of the Gb9iggandemic have impacted, and still continue to

impact the sector. Thigeriod, so rich in transformations, has been accompanied by a deep and fast digital revolution.

The European postal sector has been strongly impacted in almost all its aspects by these changes which represent

both new opportunities and new challenges. Thi@nsformation, together with the digital revolution, strongly

impacts the needs for jobs and skills adapted to the current and future situation of the sector, without foregoing the

GONI RAGAZ2YIE ¢ 220a @KAOK | f & 2ndrethidifjgdeditNisferenbeltathislkey fogio/ Ay
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skills needed in a constantly changing work context, bearing in mind the impact of phenomena such as digitisation
andeO2 YYSNDS 2y (G(KS aSOiG2N» .l aSR 2y GKS awz2Ayid 5SSOt NI
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impact of digitisation on sks and training and the impact of digitisation on the working environment. These two

macrost NSl & ¢SNBE Ay@SadAaalr SR 6AdGK NB&LISOG -Offige operatwdsS  a G NI
Delivery operations, Posdffices networks. The projg then, given the outbreak of the pandemic, was forced to

include among its objectives also the impact of the Cd@dpandemic on the methodologies of training and
NEBGNIAYAYy3 LINBINIYad ¢KS LINR2SOG at 2 asialkoia piogpéctivé siudy y R 2 2
as it includes the evolution of the survey areas over the nektygars. This initiative of the Postal Social Dialogue
Committee analysed information provided directly by the social partners using modern scientific investigatio
YSGK2RaX adzLIl2NISR o6& GKS O2yadzZ GdlFyoOe 2F 9Nyad g9, 2dzy3o
and retraining in managing the profound changes imposed by digitisation. Skills needs are becoming more and more
strategic, especially for newroducts and services affecting the postal sector due to the diversification process.
Particularly strategic, moreover, is the growing importance of soft skills for the performance of new products and
services, very often of proximity. Heartful thanks goall those who contributed to the success of this initiative,

despite the difficulties caused by the pandemic. In particular, the members of the joint project steering committee

who have coordinated the stages of the initiative by jointly working withetkggerts of Ernst & Young Italy who, with

their competence and full availability, have ensured high quality to the project. The success of the joint project is also
confirmed by the very interesting outcomes you can find in the publication. Thanks gotaldmse who have

virtually hosted the international seminars and to the various speakers and experts who have enriched the studio

with ideas, suggestions and experiences.

CAavr> V.

Jurgen JOOS Jose OLIVEIRA

President SDC Postal Sector VicePresident SDC Postal Sector
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Executive Summary

Digitalisation in the postal sector has drastically impacted both traditional and emerging profiles across
Postal Occupational Arsaln this environment, the Training, Health and Safety Working Group of the
{20AFf S5AFf23dzS /2YYAGGHSS FT2N 4KS 9 dRBtaAISKllsand 2 a i | f
Work Environment in the Digital EraPhe objective of the projects to investigate the evolving
relationships between digital transformation, new skills and work environmenté&longside the
digitalisation, the study also focused on the future impact of CE1@IBn the postal sector, an issue which

is closely intertwined with dital accelerationThe study covers how the change in tasks, skills and work
environment has manifested withihree key Occupational Areasf the postal sector, each including one

or more Occupational Profile(s) (OP):

Occupational area 1 Baebffice operations includes two OPs:
https://www.onetonline.org/link/summary/435051.00- Postal Service Clerks

Occupational area 2: Delivery of Postal Itemswhich only includes one OP:
https://www.onetonline.org/link/summary/435052.00- Postal ServicMail Carriers
Occupational area 3: Post Office Networtks which includes two OPs:
https://www.onetonline.org/link/summary/119131.00- Postmasters and Mail Superintendents

The study was based on the implementation of multiple data collection tools, combining desk and field
research, primary and secondary soes.Data collectionoccurred inthree rounds one for each of the
three postal Occupational Area¥he methodology repeated for each round entails several research
activities: desk researchfocused on the expected impacts on the postal sector contextagge,
anticipation of skills and tasks and impact of digitalisaticaquestionnairefor each profilg105 responses

from 19 Member States, with a good balance between postal operators and unions) helped us to identify
the top tasks, skills and trainingeds of the future; 38emistructured interviewsallowed us to perform
in-depth analysis of the results of the questionnaires; semantic analysi®f data gathered from the
EURES job portal on job description for about 2,000 vacancies enriched aatkdadidr findings for each
profile; we gathered feedback directly from stakeholders by presentisgnainarfor each Occupational
Area; through theSkills Reference and Work Environment Framework Report (SWEHR)nalised and
summarised all the main finggs for each Area. In addition, at the end of the projedinal seminartook

place, focused on crossitting trends and comparisons between the Occupational Profiles, dirthla
report was completed, gathering insight from the three previous SWEF Bepor

Skills Reference and Work Environment Frameworks

The analysis of the information collected allowed to draw some conclusions on the future of skills and
tasks for each Occupational Area.

Backoffice Operations

For BaclOffice Operations, a significant change in the tasks is not envisioned in the near future. However,

a shift in the technology employed in Bauffice Operations may cause a disruption of established

routines. In terms of future skills, OPs witliis Occupational Area in the next 5 years will need soft skills
OONRGAOIE GKAY(lAYy3aZ OGAGS tAa0GSYyAy3ds GAYS YIlylr3as
YIEAY FdzidzNBE GFala AyOfdzRS waSOGGAy3a chgduileNddorieh 2y Q |
extent, digital skills. The training in this Occupational Area is found somewhat lacking, specifically with
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regard to soft skills, whose future importance require dedicated training initiatives. In terms of Health and
Safety, the introdzOG A2y 2F O2tfl 02Nl GABS NRBoO62GAX FYR GKS
61 NBK2dzaSQ Oly KSftLI NBRdzOS LXKeaAOlrf &aGNrXrAyod | Sz
devices could lead to more stress for workers. Social dialogue can beyatmgifactor and contribute to

reduce said stress. In the case of wearable technology, communication between employees and employers

to establish clear limits on the kind of data that can gathered may reduce the stress caused by their
introduction.

Delivery of Postal Items

Future tasks for this Profile will change drastically in the next 5 years, given the number of new services
postal carriers will provide. They may include interfacing with digital devices, data collection, energy
diagnosis, proxiny services and delivery of essential goods. Future skills include familiarity with devices
and new procedures, resilience, prodtsgecific skills and knowledge. Soft skills are very highly considered
for this profile, specifically in light of the digitdtion of the sector. Training methodologies are not fit for

all future skills. For instance, justtime learning is suitable for minor technological updates and for
learning quick procedures, but fate-face learning is essential for soft skills andrajor technological
changes (e.g. the introduction of a new device). In terms of Health and Safety, the introduction of
autonomous mobile robots to assist the delivery person, which could contribute to reduce stress and
improve safety, will likely notdintroduced in a significant capacity in the near future. Meanwhile the
information collected shows some concerns for the potential stress caused by a decrease in interaction
between colleagues as a result of the COWDpandemic and a concern for platio work. Improved
communication with employees and training administered with suitable modalities may reduce these
discomfort factors.

Post Office Networks

The future tasks for this Occupational Area are expected to change significantly in the nearduncee,

new services are starting to be provided in post offices. In particular, new tasks will include consultancy
on insurance, energy services or financial matters, familiarity with new procedures and increased
interactions with the public. In order tastain the new service offerings, new skills will be required in the
next 5 years: relational skills, prodespecific skills and knowledge (relative to the new services), soft skills
for both Postmasters and Postal Clerks. Training can be improved,ispécifor Postal Clerks and for
particular topics, i.e. soft skills, both in terms of quality and quantity.Health and Safety risks include poor
posture, eye discomfort and other negative effects of the sedentary office lifestyle, as well as stress for
the new roles. Social dialogue has been identified as a mitigating factor when employed to advocate for a
stricter separation of training time and working time, as well as between work time and free time.

Crosscutting findings

The main crossutting findingscan be summarised into three main topics
Digitalisation

For each new profile, some degree of technological improvement is envisioned in the near future. Such
technological changes are recognised as potentially useful for the OPs, both in terms of rexthysicg!

strain and in terms of streamlining of repetitive procedures. Some such changes include: new software,
wearable devices and new machinery to handle heavy weights for Back Office Operations; new portable
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devices and new apps and procedures conedaetith the new proximity services provided for the Delivery

of Postal Items; new software and new procedures concerning insurance, energy, connectivity and
financial services. Nevertheless, the disruption of established work routines, the lack of igmilig

new devices and insufficient training may also constitute a severe stress factor. For Delivery of Postal Items
and Post Office Networks, technological changes are designed to accommodate for new business models
and service offerings. The degreedigitalisation throughout the EU is not homogenous. In some areas of
Europe, the digital transition is still in its initial phase. Current trends in digitalisation have been
accelerated by the COUI® pandemic and countries in which postal employees oibhave an amnalil
account, or post offices are not provided with technological devices, have been forced to expedite the
transformation that in other countries took decades.

Soft Skills

As a result of the massive impact that digitalisation is having opak&al sector, the most crucial skills of

the future are soft skills, e.g. critical thinking, problem solving, active listening, relational skills like active
listening and need understanding. These skills have been consistently ranked at the topasfking for

future skill needs in all three Occupational Areas. Indeed, the skills required to master a singular
technological change are very often miekills, or minor changes in procedures that can be learned
without excessive efforts. The real discamifelement, our research found, are the continuous updates
and technological improvements, their pace and frequency, which can be destabilizing. Soft skills are vital
to acquire resilience and adapt to constant transformation of the sector. The ubiquggfbskills is a

direct result of the ubiquity of change in all three Occupational Areas.

COVIBEL9

COVIEL9 had a significant impact on all OPs and on virtually every aspect of the postal Gectoerning
digitalisationthe sudden acceleration of theigital transformation caused discomfort in those European
countries where such a process was in its infancy. Regarding work procedures, the pandemic forced postal
organisationdo implement health and safety protocols (concerning masks, for instancesgylbmits to

the number of people allowed in the post office). Furthermore, existing procedures were modified to
accommodate health concerns (e.g., collection of signatures, payment modalities). The pandemic also
accelerated the already existing shift findetters to parcels (likely to continue) and caused a spike in e
commerce (which is likely to decrease to {#®VIB19 levels). In terms of skills, new procedures to be
implemented require new skills and new training concerning those skills, as we@gcspnowledge of
sanitary equipment. Finally, with regard to training, new topics requiring training were introduced-and e
learning became the sole method of training, despite not being the most suitable method for a variety of
target skills.
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Introduction

Digitalgation in the postal sector hadrasticallyimpacted both traditional and emergingrofiles across

Postal Occupational Areashe introduction of new technologies will inevitably create close relationships
between postal workers and machines (technological adaptation of the operational proteds)s
environment,the Training, Health and Safety Working Growp the Social Dalogue Committee for the

European Postal Sect¢8DC)aunched the projectqt 2 a G+t {1Affa& YR 22N] 9y @/
9 NJ %his project constitutes the last of last of initiatives that set out tamprove circumstances
surrounding trainingas well asHealth andSafety in the postal sectorThe project is the result of the
collaboration between postal sector unions and major postal operators in the EU within the Steering
Committee of SDC, alongside consultants from EY hired to conduct the study

Theobijective of theproject isto investigate the evolving relationships between digital transformation,
new skills and work environmentsThe aim igo provide a better understanding of how employees can
(1) benefit from technology (2) understand the associated risks in terms of possible deterioration of
working conditionsand (3) envision the potential impact new technologies can have on occupdtiona
Health and Safety, following the SDC work programmehis study has, thus, strived t&xamine and
anticipate transformations in the postal sector within thiandicatedtime horizon of five yearsfocusing

on skills anticipation and the impact difgitalisationon the working environment (e.dlealth & Safety
issues, the mammachine relationship)The outbreak of the Cowvitl9 pandemic, the way it has impacted
the postal sector as a whole, and the yi intertwined with the subject of digitalisation and skills
SELISOGIGA2y&as tSR dza (2 AyOfdzRS GKS lFylfteara 27F i
of the study

We have conduckd desk research and collext data from key sector stakbolders, like SDC members
and their affiliates L&D managers and training specialists, line managgmstal sector experts and
trade Union expersto addresemployee grievances and social themes such as inclusion and gaualit
to identify key issues, challenges and needs for both employers and empl@@wassearchhasenabled
the staging of three imrnational seminars as well as a Final Conference vdliotvedthe drafting of the
Skills and Work Environment Framework (FY¥eport
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1 Methodology

1.1 Selection of Occupational Areas and Profiles

The study coversow this phenomenon has manifested withhree key OccupationalAreasof the postal
secta: Backoffice operations, the Delivery of Postal Items and Post Office Network®r each,
Occupational ProfilegOPs)have been used taepresent thedigital impact on skills and the work
environment in thér three respectiveareas.The O*NEToccupational classificatn system has servedor

the selection on the OPs aridr a first preliminary analysis of various characteristics identified for the
profile (tasks, skillgutlook, etc.).In each case, the ISCO/ESCO classification system wasaisimed

for comparison.Tablel below descibes the Occupational Profiles selected for each of the Occupational
Areas.

The OPs were selected in cavption with the project steering committee based on perceived relevance
and the presence of homogenous roles across postal operators. It should be not&bttat Service Mail
Carriersare intended as both letter/mail carriers and small/large packaggera.

1See atiink.
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Occupational
Area

Backoffice

operations

Y

Delivery of
Postal Items

Post Office
Networks

Occupational
Profiles
Production,
Planning and
Expediting Clerks

Shipping, Receiving
and Inventory
Clerks

Postal Service Malil
Carriers

Postmasters and
Mail
Superintendents

Postal Service
Clerks

Tablel - Selection of Occupational Profiles

CommonTasks

Reviewing and distributing production, work, and shipment
schedules

Conferring with department supervisors to determine
progress of work and comgien dates

Compiling reports on progress of work, inventory levels, co
and production problems

Assembling, addressing, stamping, and shipping merchanc
or material

Receiving, unpacking, verifying and recording incoming
merchandise or material

Arranging for the transportation of products

Sort and deliver mail for postal operators

Deliver mail on established route lwghicle or on foot,

Includes postal service mail carriers employed by contractc

Plan, direct, or coordinate operational, administrative,
management, and support services of a post office,

Goordinate activities of workers engaged in postatl related
work in assigned post office

Perform any combination of tasks in post offices, such as
receive letters and parcels;

<l postage and revenue stamps, postal cards, and stamp:
envelopes;

CommonTitles

Material Control Clerk
Production Schedute
Expeditor

Freight Clerk

Route Delivery Clerk
Store Receiving Clerk
Warehouse Clerk

Postman/Postwoman
City Carrier

City Carrier Assistant (CCA)
City Letter Carrier

City Mail Carrier

Letter Carrier

Mail Carrier

Rural Carrier

Rural Carrier Associate
Rural Mdli Carrier

Rural Route Carrier
Postal Supervisor
Postmaster
Postmaster Relief

Bulk Mail Technician, Clerk
Distribution Clerk

Postal Clerk

Sales and Distribution Clerk


https://www.onetonline.org/link/summary/43-5061.00
https://www.onetonline.org/link/summary/43-5061.00
https://www.onetonline.org/link/summary/43-5061.00
https://www.onetonline.org/link/summary/43-5071.00
https://www.onetonline.org/link/summary/43-5071.00
https://www.onetonline.org/link/summary/43-5071.00
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Occupational
Area

Occupational
Profiles

CommonTasks

Fll out and sell money orders;
Place mail in pigeonholes of mail rack or in bags; and
Examine mail for correct postage

Source: OXETClassification Standard

CommonTitles

Sales and Service Associate
Window Clerk
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1.2 Research design

Data collectionfor the studyoccurredin three rounds, one for each of Desk research
the three postalOccupationalAreasdescribed aboverhe methodology
repeated for each roundntails several research activitiessillustrated

in Figure 1, which starts withdesk researchon the agreed upon Questionnaire results
OccupationalProfiles. Insight from the desk research is then used to Delphi

draft and administer a questionnaire for each profile. The

guestionnare responses are then synthesd and presented to Interview transcripts
respondents along with follow up questions isemistructured Semantic
interviews for an indepth analysis according toraodified version of analysis

the Delphi methodology (see Box 1 below for a more irdepth

explanation of the method).

The last data analysis method proposed for the study pertains to &kills Reference Framework
semantic analysisThe semantic analysis aims to identify and explofd'® Work Environment Report
connections between concepts expressed across the collected data in
order to bring to light latent insight for the subguent reports and
seminars We explain each step of the research design in the sections
below.

Seminar

Figurel - Research Process

Box1 - The Delphi method

In line with the guidelines outlined by the European Training Foundd&di)n Developing skKill
Foresights, Scenarios and Foreca&y¥ adopd a modified,exploratory, Delphi method supported by
the emerging insights from desk analysis as well as interviews with key stakehfudene skill
foresight assessmenthe ETFguide suggests the combination of these methods and finds the D
method among the most suitablieresight methods for skills anticipation. These two methods cre
synergy in that the desk analysis acts a supplement to the Delphi method by informin
guestionnaires with evidenebased research in order to present the expert respondents withitisig
guestions. The Delphi method is also enticing due to its balanced position in the middig &fILJ
foresight diamond

The Delphi methodologtypicallyentails two rounds of questionnaires with selected key expéis:
modified method replaced theecond round of questionnaires with sestiuctured interviewsThe
results from thequestionnairehave been provided tointervieweesduring the second round, thu
AYVF2NNYAYI GKSY 27F .(TReSesiitd ddidd secdrid Fodrs iquiry infbrims/tiae <
researcheron how the information from the first round influenced expert opinions and thou
processes

The goal of this method is to reach a degree of consensus among experts of differing opinion
eliminating unwanted influence that mayise in other methodological approaches such as ex|
panels. For instance, online questionnaires eliminate the tendency for more talking time and att
given to more outspoken experts, and they give the same weight to the opinions of mogpsén
colleagues, which are just as valid and, perhaps, less often considered and, thus, more valuabl
than a simple questionnaire, however, the Delphi method provides the opportunity for an intera

2Bakule, M. et al, 201@®eveloping Skills Foresights, Scenarios and Forecasts: Guide to Anticipating amddViitdls and Jobs. EFT, CEDEFOP,
ILO. See atink.
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in expert opinions without favouring those of the ntoprestigious or influential figures, thu
encouraging dissent and leading toward true consensus.

1.2.1 Desk Research

The preliminary listeproducedin Figure2 below actedas a starting point for selecting sources. Additional
sources were then gathered to bolster the analysis and fill gaps in the research especially in the areas of
social dialogueywhich drew heavilpn previous work from SDC as well as for the section on Q8vigee

the Bibliographyfor a full list of resources.

Figure2 - Preliminary list of relevant sources for Desk Analysis
preliminary selection

Desk Analysis Sources

Postal sector context Skills anticipation Impacts of digitisation
= SDC for Postal sector = OSHA - Occupational Safety and Health = Eurofound - European Foundation for the
= |PC International Postal Corporation Administration Improvement of Living and Working

= CEDEFOP - European Centre for the Conditions
Development of Vocational Training = QECD - Organisation for Economic

= ETF - European Training Foundation Cooperation and Development

= UPU - Universal Postal Union

= UNI Global Union - Post & Logistics

= Academic Research = European Commission - DG EMPL & DG
CONNECT
= WEF - World Economic Forum

= |LO - International Labour Organisation

= Academic Research

= |LO - International Labour Organisation

Information from Cedefop and Eurofourstudies provided the foundations for the desk analysis on
skills/training needs as well as the impact of digitalisation on labour markets. These studies, however, took
a more general approach to the topics and required some narrowing for the specifiteprahder
analysis’ Indeed, these studies influenced the methodology of the desk research approach mwith a
adoption of ataskbased model.

Modern methods for skills foresight have moved beyond SRilised Technical Change (SBTC) as a model
for explaining labour market inequality and have increasingly reliethskibased models' As such, we
adopted our methodology for the skills foresighart of the study to a taskased methodn whichwe

first focused on future tasks for the OPs, followed by questioning on future gh@dlsmapping the two
together.

The SBTC model posited that technological change increased the productivity and diemanghly

skilled labour, resulting in wage inequalitfddowever, the polarisation of the labour market in which both

low and highly skilled jobs appeared more insulated from technological change (which otherwise impacted
jobs in the middle of spectra) cast doubt on the skillediased model.

3 The level of specificity provided in many of the researched reports commonly reached the Internationi@r&t@lassification of Occupations
(ISCO) twaligit level, or submajor occupational groups. As such, a conversion from thdETprofiles under analysis into the corresponding
ISCO profiles was required in order to determine the correct ISC@ajds goup to analyse.

4Eurofound 2016, What do Europeans do at work? A-besled analysis: European Jobs Monitor 2016, Publications Office of the European Union,
Luxembourg.

5 Ibid.
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RoutineBiased Technical Change (RBTC) explained this phenomenon by proposioigstith routine

tasks were the most likely to be replaced by automation and technological chafigther than simply

low-skilled jobs)indicating a shift of the focus from skills to tasksloreover, these jobs were most

commonly found in the middle of the spectrum from low to highly skilled work, thus explaining job loss
polarisation. Indeed, thid KA Fi Ay F20dzA YR RATFTFSNBYOGAIGAZY FTNRBY
detailed analysis of the effect of technology on labour demand but alsuttoduce, as a critical step in

such an effect, the mapping of tasks to skijllshich canchary 2 @S NJ G A YSé @

Desk research concerning the work environmeather,leveraged orSDC initiativegs principal sources
of information, following calls for the further dissemination, follemp and reporting of previous SDC
projects.

1.2.2 Questionnaires

The insight derived from the desk research provided a base on which to draft further questions to
investigate specific areas via the questionnaires. The questioravaine meant to further investigate the

findings of the desk research activitiesinordertd® NI G A2y f AaS (GKS dzaSNDa Ay Tz
allows for statistical measurement and analysis. The questionnaires aimed to reach a minimum of
approximately 15 to 30 respondents as discussed in the steering committee, and had an estiveatdd

duration of 30 minutes

The questionnaires consisted of a balanced mixhoée types of questionglosed, semstructured
guestions (sliders, ranking and multiple choice) and epeded. In addition to requesting personal data
2y G KS NXB & L#rganedion mwacontd® ihf&hation, the questionnaire followed a general
structured divided intdour parts:

Part A: Skills and Learning needs

Part B: Impacts oDigitalisation

Part C: Evolution of Continuous Training
Part D:Digitation and SociaDialogue

The questionnaire was hosted and administeoadQualtrics, a leading experience management company
that provides, among other services, quality questionnaire tools for professional and reliable surveys. The
steering committee provided respondenigth an anonymous link to access the questionnaire as well as

a brief presentation on how to fill out a Qualtrics questionnaire in any of the project languages of their
choosing (DEEN, ES, FR, or IT). The steering committee additionally provided thgogqumaire in Word

and PDF format for screening the questions before as well as an alternative in case of any technical
difficulties.

Questionnaires werdesigned on the basis of-ttepth desk researctor each of the Occupational Profiles.
Thus,two quedionnaires were designed ardistributed for the first and third Occupational Are&atk
office Operations and Post Office Network) and one for the second round (Delivery of Postal Iltems).

1.2.3 Semistructuredinterviews
The interviews aimed tdriangulate ard validate the findings of the questionnaires by gathering
additional insight and clarificatiorfrom the same respondents of the questionnaires as laid out in our

& Ibid.
7 Ibid.
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modified Delphi method. The interviewers presented aggregated results of the findings frem th
questionnaires that invoked further investigation and askeltbw-up questionsto allow for discussing
concrete cases and examples and predicting the emergence of unexpected issues.

The interviewers shared the interview guidelines and questions witlntieevieweesn advancersia email

in order to allow for the interviewee to take stock of the interview questions and consider their responses
in ample time before the interview. The interviews were all held aardsoft Teams and in any of project
langua@ of preference. Each interview had a maximum time allotted to it of one hour, but most finished
after 40 minutes.The steering committee agreed onpaoportional proposas for interviewee subjects
based on the geographic and orgsational representatiorpresented in the questionnaire responses.

1.2.4 Semantic Analysis

This research activity has the overall purpose of validating and expandiwbairhas emerged from the
three previous research activitiethe semantic analysects asa model, a semantic network of emerging
concepts fromtextual information.It identifies the logical structure of sentences to identify the most
relevant elements in text and the main relationships between words and content.

Conducting a semantic analgsiherefore,requires a large datet of texs. We obtained such a dataset
through a web scraping exercisétbe EURES job portal. Web scraping entails retrieving and extracting
information from a websiteln this case, the web scraper extracted job dggimns from a random
selection ofabout 2,000 vacancies posted for the transportatemd storage sector, which includes the
postal sector.

We then conducted theemantic analysis of the job descriptidwaugh the use of R/Python scripts and
programmirg languagesOur approach to the semantic analysis followed that providedl (Buide to Text
Analysis with Latent Semantic Analysis in R with Annotated Code: Studying Online Reviews and the Stack
Exchange Communityhich was published in thacademigournal Communications of the Association

for Information System.

Finally, ve examined how some of the concemach as the job profiles anGccupationalAreas are

associated with different concepts in the semantic netwasderived from the job descriptia(see next

section for results)lt should be noted howesnantic concepts are not equivalent to words. Job vacancies
descriptions may includefor instance,s 2 NR& adzOK |a W2NHIYAI SQI W2NE
W2 NBIF A2yt Qd 5 SaLIA Gefresen8nk differerr alemeEnfahel 3l Gaptare tNesd@me
ASYFYGAO 02y O0OSLINied ¢Kdzaz aSYFydAO I ylofganiia oNG Odgt G
represents theroot, the semanticconcept underlying alflifferent derivative words formed by adding a

suffix toit.

8 Gefen, Det al,2017. A Guide to Text Analysis with Latent Semantic Analysis in R with Annotated Code: Studying Online Reviews and the Stack
Exchange Community. Communications of the Association for Information Syptefds,
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2 Analysis of results

2.1 Outreach

We received a combineti05 responseso the five questionnaires for the threecupational Ares one

for the Delivery of Postal Items and two each for Baffice Operations and Post Office Netwprk
Respondents were frorh9 different Member Statesind from all six EU macroegions(Balkan, Central,
Eastern, Mediterranean, Northern and Western) ensuring the comprehensiveness of the information
gathered across the EU. We conducBtlin-depth interviewswith stakeholdes selected on the basis of
their answes, to comment and provide further insight on the results of the questionnaires.

Asdisplayed irFigured, the distribution of responses to the questionnaires between Occupational Profiles

Figure4 - Distribution of _Figur(_e3 - Distribution of
questionnaires for OP interviews for OP
10
16 15
57

OP1 =OP2 = OP3 OP1 = OP2 = OP3

is not homogenous. However, as shownHFigure3, we have roughly the same number ofdapth
interviews for each Profile, to ensure that tpeint of view of each Occupational Area was captured. For
OP3, for instance, over 60% of respondent were intervievad follow-up on their questionnaire
responses, while for OP1 we interviewed 26% of respondents. Finally, we maintagumst dbalance
between postal operatorg56 respondents53%of the total) and unions active in the postal sect¢d49
respondents 47%of the total), to ensure fair representation of both points of view.

2.2 Skils Reference and Work Environment Frameworks

2.2.1 SkillsReferenceFramework

Research in the future skills development in the postal sector revealed a few aspects that were common
to all o the OccupationalAreas.The most striking feature is tHeportance that soft skills playln each

of these Occupational Areas, these profiles will be more and more concerned with establishing
relationships with clients thus makingsocialskillsfundamental for the job.

Secondlythe technical skilleequired for these jobsay be compartmentalisedsd YA-ONR  f a¢ @ al y &
the technical skills required are contextual to specific rel@nd we do not see much change in the project
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timeframebecad S 2y f &1 &YX QBR NI 6 KSNJ 0KIFy Of | & dnBleled, tBeBe &1 A f f :
results can bevisualised in the outputs of the semantic analygivided for eactOccupationalArea in

the sections belowseecombinedresults inFigurel6), with variousreference to general soft tasks and

skills whereas the technicglarts of the job are communicated through referencesjeecifc software

applications (e.g. spreadsheet, powerpoint, etc.).

Secondly, the skills reference framework part of the study also addresaeuing provision. Several
training methods areommonacrosOccupationalAreas and includ-house and norformal education
provided by an external training institution. The most popular reported feature of such training initiatives
was are-learningplatform, which have come into full action with the Co\lil pandemic. Some common
concerns regarding trainingertained tothe location, timing and origin of the traineras elements that
should be consideredhen evaluating the evolution of continuous training.

Backoffice Operations

The desk research revealed several trends for ISCO major groups (ISdigitteamles) and profiles, which

the questionnaire subsequently attempted to assess and apply to the context of FRetibffice
Operations. For instance, the desk research identified trends for General Office Clerks, the occupational
macro family under whicthe PostaBackoffice Operation profiles can be found. These trends include the
following:

General office clerks experienced a significant increase in physical tasks despite an overall negative
trend seen in other occupations

Office clerks saw an increain routine tasks, both in terms of repetitiveness and standardisation
They experienced an increased use of machinery along with-pnifiie occupations despite
overall negative trends

An increased use of ICT tools applied to office clerks asnaslti other occupations

When asked to assess these trends for the PoBtadkoffice Operations profiles, the questionnaire
respondents agreed that all of thes®nds moderately applied to both profilesespecially théncreased

use of ICT tooldndeed, most postal companies have provided some form of training to digitakkitip

the current workforce, and training appears increasingly focused on IT and computer skills to provide new
digital service$.The only trend that respondents disagrewith is the increased use of physical tasks for

the Production, Planning and Expediting Clerks (while it moderately applied to the other OP).

It would seem, therefore, thatnacro-analysis concerning the expected trends, skills and training needs

of office clerks is moderately applicable to the specific context of Podialckoffice Operations For

instance, the increase in physical tasks and the use of machinery for office clerks, despite overall negative
trends, can be seen in some of the task areasfigu@ng, Receiving and Traffic Clerks, who are commonly
GFral{SR 6AGK alLIF OlAy3s aSrtAy3as tFroSttAyar 2N I FFA
G022t asx LI gSNI (2 2% AdditioralNdiestidgningl dordirfhed¥ngse SnNiligstaking an in

RSLIIK 221 Ayid2 GKS LINRFTA{SaAaQ Gralao

9 Cedefop, Eurofound2018 Skills forecast: trends and challenges to 2030. Luxembourg: Publications Office. Cedefop reference series; No 108.
http://data.europa.eu/doi/10.2801/4492

104 5061.00-t N2 RdzOG A2y S tflyyAy3ds | yR 9ELISRAGAY IDevdlopitd ®é hFpb9¢ hy[AYySS b
www.onetonline.org/link/summary/43061.00.
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PostalBackoffice Operations appear to reflect this trend with OENIforecasting average growth (three

to four percent) for Production, Planning and Expediting Clerks and negative growth (a one percent
decline) for Shipping, Receiving and Inventory Clerks whose most common tasks include more physical,
routine tasks.

For tasks commonly found in PosBackoffice Operations, respondents judged tasks/work activities that
O2dzZ R 0S5 @drkingwitk T A ¥ R2 Ndiitheimbs? iigortant in the nefive years. These tasks
ranked higher than those commonly considered as more routine, physical tasks, but also some of the
social, communication tasks as wellhe highestanked tasks for each of the pri&s has been provided

in Table2 below. The lower ranking social tasks (not illustrated as they did not figure in the top five ranked
skills) are typically considered less vulnerable to routinisation. The moderate riskitafisation for

the highestranked tasks might be a source of concern for Pd3aakoffice Operations.

Table2 ¢ Questionnaire results on the most relevant tasks fBackoffice Operations

Important tasks foBackoffice Operationsn the next5 years

Shipping, receiving and inventory clerks Production, planning and expediting clerks
1 Examining shipment contents Getting information
2 Preparing documents Interacting with computers
3 Documenting/recording information Reviewing documents
4  Getting information Distributing production schedules
5 Recording shipment data Making decisions and solving problems

Table 3 depicts the average ranking of skills in the next five years for both profiles. On average, the
questionnaire respondents ranked what can O | & & A TA SR ds éosd tha Frel theanfodt £ f & €
important both today and in five years.

Table3 ¢ Questionnaire results on the most relevant skills fBackoffice Operations

Important skils for production, planning and expediting clerks

Today In 5 years
1 Active listening Criticalthinking
2  Critical thinking Active listening
3 Time management Time management
4  Speaking Speaking
5 Reading comprehension Readingcomprehension
Important killsfor shipping, receiving and inventory clerks
Today In 5 years
1 Active listening Reading comprehension
2 Reading comprehension Active listening
3 Critical thinking Speaking
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Important skils for production, planning and expediting clerks
4 Monitoring Critical thinking

5 Database user interface and query software Reading comprehension

The importance of soft skills derives from the changing nature of the workplaetich requires a more

agile organisational design to respond to increasing temporary and unpredictable situations at work
compared to the past when processes were more linear and hierarchicakxample, ¥th letters, the
customer often is not aware afelivery or, indeed, wishes to avoid delivery (in the case of fines) whereas,
with parcels, the customer is anxiously waiting for delivery. These changes tend to prize relational and
collaborative skills. As such, This agile organisational design hagrsiarkBackoffice Operations
interacting more with customers and peershus moving more into more administrative role&ccording

to the assessment of trends for general office clerks, these profiles, however, can still expect an increased
need to use hsic ICT tools.

Experts often considered these soft skills as more transferable and as enablers for skills development in
20KSNJ I NBlFao 55aLAGS GKS AYLRNIIYOS Ay (GKS&S Y2NB
slightly less than ademte for both profiles. Avarticular deficiency emerged for training in the processing

of businessadministrative information, which corresponds to many of the higheahked tasks
concerning the handling of informatiorNevertheless, when asked about tlexternal and internal
transferability of the training that the OPs currently receive, the average answer was that the training that

they receive is fairly transferable.

As far as how the training is carried out, the desk research revealed several isisatedertaken in the
provision of training offers. Different training strategies includedhouse training, formal and informal
education by training institutions. Some of the most relevant features werkearning platforms,
gamification, training for argeted groups and Al guidance and assistaramong others.

Of these learning modalities, however, most respondents reported more traditional methods such as in
house training and an 4earning platform We attempted to showcase those who adopted some enor
innovative methods during the semirasuch as the implementation of training programrbg Poste
Italiane that leverages otle assistance of machine learning and Al.

To capitalise on trends affecting PodBalckoffice Operations, transferable ICT office applications will be

featured in the Skills Reference Framework to reinforce the processing of business administration without
YENNR gAY AUGAaRRBAE® GRADNEBNI Ay Ay &K e highedt Y LIN2 @ S
ranked tasks pertaining to handling information. Indeed, respondents reported difficultidadkoffice

Operations with basic office skills such as with the Microsoft Office applications.

On the other hand, respondents indicated the nded balanced training with soft skill training. In the
realm of soft skills, problersolving, relational skills and autonomy represented the areas on which the
interviewed experts focused most of their attention.

We have observed in the desk and fieldaah that these skills are trending and/or predicted to grow
on the EUevel for general office clerkas well asfor the particular OPs in consideratidnindicating

1ndicated in the questionnaire responses to skills and tasks of the future
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internal and external transferability of such skills. Furthermore, we can see fromamework that the
proposed skills cover the tamnked future tasks and skills as indicated in the questionnaire and interview
results. These skill areas are also currently lacking in training, so there is room for improvement in these
training areas. Asuch, we have included some examples of training topics that could be covered for each
of the skills proposed in the framework to give a more detailed picture of the type of skills we have in
mind.

Basic office ICT applications, for instance, could statth Microsoft (MS) 365 fundamentals before
introducing more advanced, but still applicable, training in Dynamics 365, which includes programmes for
Customer Relationship Management (CRM) and Enterprise Resource Planning (ERP) cloud solutions. It is
not difficult to imagine how this training, balanced with specific training on the soft skills side, might be
useful for these profiles given the emphasis on interfacing with customers and managing work
relationships.

Indeed,the results of the semantic analgsfor this Occupational Area reveal a mixed bag of tasks and

skills.Figure5 ¥ S| 1 dzZNBa G(KS wmn @g2NRa Y2NB O2YY@§%Cwset aa2 OAl

vicinity of words inthe figure indicates closer semantic similarity.

Figure5 - Semantic Analysis dBackoffice Operations

cleric

powerpoint
spreadigheet’
cermmerci
correspond
backipffic
organiz
pro¢ess
incftifi
confid

The concepts most closely associated viddtkoffice Operations pertain to correspondence, commercial
activities and processes. Tying together the commercial activities and processes is organisational skills. On
the periphery, we see several digital tools, such as spreadsheets closely connected to théwtai of

this profile and powerpoint connected with the commercial and organisational aspects. Finally, there is
the aspect of responding to inquiries and working with confidential information. Here, it is clear how soft
skills can prove beneficial.

Gwen the above analysid)e following table displays the highlights of the Skill Reference Framework (see
full version in Annexrigurel0andFigurell).

12Words are lemmatised in the semantic analysis so that words of the same root such as organise, organisation,amghmiatare considered
as the same concept. As such, many words will appear as lemma, or roots/stem words
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Table4 - Summary of the main datapoints irhie Skill Reference Framework
for Backoffice Operations

Skills Reference Framework Highlights

Basic Office Apps Problem Solving Relational Skills Autonomy

Gettllng-lnfo. Getting info. _

Reviewing docs. . . Distribute .
Future : Interacting with . Documenting/

Preparing docs. production L
Tasks ) . computers recording info.

Interacting with ; - schedules

Making decisions

computer
Future - - Active Listening Time management
Skills N/A Critical Thinking Speaking Monitoring
Training Less than Less than Not observed Less than
Offer adequate adequate adequate

Delivery of Postal Items

The digital impact has caused postal operators to offew servicego remain competitive. In delivery
operations, these range from the delivery of, for example, food products and medicine, to data collection
(e.g. energy diagnosis), installation of postal products (e.g. routers offered by postal operator internet
services), and scheduling appointments for public services

The technical tasks and prodespecific knowledge needed to carry out these new tasks, as part of the
ht Qa ,Rrdaiisifd® éstance,specific knowledge of health protocolsequired to handle food and
medicine, or thetechnical proceduresecessary for data collection and energy diagnasisan be seen

in Tableb.

Table5 ¢ Questionnaire results on the most relevant tasks fbelivery of Postal Iltems

Important taskfor mail and parcel carriers

Current tasks New tasks
Scanning labels Data collection
Obtaining signatures Energydiagnosis
Collecting mail Delivery of essential goods
Sorting mail Deliver by appointment
Returning mail to the post office Installation of delivered technology

Much of the responsibility for carrying out these new services falls on the shoulders of these OPs, requiring
a variety of new skills. In general, however, tesults of our questionnaire, illustrated the tablebelow,
indicate that these skills can sammarised according to a few skillsdtsgeneralthese services require
greater interaction with the client and the handling of sensitive information.

Table6 ¢ Questionnaire results on the most relevant skills f@elivery fo Pstal Items

Important skills for mail carriers
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Today In 5 years
1 Active Listening Active Listening
2 Social Perceptiveness Critical Thinking
3 Speaking Speaking
4 Critical Thinking Social Perceptiveness
5 Organisation Map Creation Software
Important skills for parcel carriers
Today In 5 years
1 Active Listening Active Listening
2 Critical Thinking Critical Thinking
3 Social Perceptiveness Speaking
4 Speaking Database user interface software
5 Database user interface software Social Perceptiveness

These profiles will also require new complementary hard skills. Map creation software and database user
interface and query softwares both ranked in the top 5 most important skills. Moreéamiliarity with
technological devicess an important skill fothe job, as related during the followp interviews. The

same applies tanental flexibility, a skill which was deemed necessary in an environment where shifts in
technological equipment is frequent and fgsiced. This does not apply only to apps anddteaids, but

also to more sophisticated technological advancements, such as delivery robots. Operating these
machines requires specific skillsets, according to the type of robot and its specific features. These are skills
that have never been associated kvithe profile until now and, thus, require intensive training to ensure

the workforce is capable of measuring up to these new responsibilities.

Figure6 - Semantic Analysis of Delivery of Postal Items

mail
exchang
multil,channel
custorn— | |
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mailéarr_ier
l selffnotiv bqok
cartier shipmment
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The semanti¢ y I f & &k & { T ZeaNdFigGrédabove)provides several insights into the required
tasks and skills. For instance, we see a close coiongctthe customerThis is also highly related to multi
channel exchange with the customélhere is also an element of setfotivation related to booking
shipments. These associations imiiigt mail carriers must have the communication skills and fanity

with various digital channels to maintain exchanges with the customers. Furthermore, they must have the
organisational and motivational talent to organise and prioritise deliveries.

In terms of training, the most common topics covered wieealth andSafety, GDPR and digital training
to increase proficiency with new technological devices or softwarésgeneral, this training offered is
considered less than adequate. Specifically, many highlighted different topics require different
training modalitiesFor instance, it iawidespread belief that soft skills cannot be taught effectively via e
learning.

For socierelational skills, the interviewees recommended a blend of faeace training as opposed to
just-in-time training for the moe technical and operational side of the new tasks. The same holds for
productspecific knowledge: faem-face learning for new products, then constant updates with-jast
time training. For digital skills, fa¢e-face learning in person should is pref for introducing new
devices or apps. Quick updates, rather, can be learned-\araing. The key takeaway on training is the
necessity for aifferent training methods suitable for the different topics

The results of our research have been useddmpile the Skill Reference FramewoFble? illustrates
a summary of the main findings, while the full framework is available in the ARigax,el2 and Figure
13.

Table7 - Summary of the main datapoints in # Skill Reference Framewofkr Delivery of Postal Items

Skills Reference Framework Highlights

Digital Logistical Socicrelational Skills Specific product
skills Skills knowledge
Interfacing with
digital devices Data collection Pension delivery Delivery of
Future Tracking Energy diagnosis Installation of essential products
Tasks deliveries Delivery by delivered tech (food, medicine
Deliver in drop off appointment Human support etc)
locations
I . Familarity with o .
Familiarity with data gathering Communication Ability to
Future devices procedures skills understand the
Skills Ability to adapt to Time Technical skills properties of
fast progress Reliability specific products
management
Training Lesghan Less than Less than
Not observed
Offer adequate adequate adequate

Post Office Networks

For most, digital trends entail thprovision of new services the delivery of which will be a primary
responsibility for these profiles. In management and frent operations, these new $&s range from
offering insurance and financial services to introducing and operating control systems for the existing and
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new services. The emergence of these new services naturally results in the assignment of new tasks to
these profiles and, consequentinew skills.

With respect to the new tasks for the OPs, one could assume that technological advancements (e.g. chat
bots) would have caused a reduction in client interaction and a generally more impersonal and mechanical
role for these profiles. Instead, new tasks d@htacloser relationship between clients and their postal
clerks especially in comparison with the current most important tasks associated with the profile, which
all require little to no interaction with the customer.

Table8 ¢ Questionnaire results on the most relevant tasks fBost Office Networks

Important tasks for postmasters
Current tasks Future tasks
1 a2y AG2N) SYLX 28585aQ 62NJ] Interfacing with digital devices

Proficiency in use of internally developed
software and apps

Familiarity with new digital procedures
connected with recently introduced tasks
4 Direct operational management Makingdecisions

2 Organise andupervise activities

3 Making decisions and solving problems

5 Supportive services Organising and supervising activities

Important tasks for postal clerks

Current tasks Future tasks

1 Weigh letters and parcels Interfacing with digital devices

2 Compile mailing costs Proficiency in use afternally developed
software and apps

3  Affix correct postage Familiarity with new digital procedures
connected with recently introduced tasks

4  Provide consultancy on new services Observing, receiving, and obtaining informatic

5 Financial/consultancy services Performing for or working directly with the
public

During followup interviews, respondents emphasised the techniaaksand productspecific knowledge
needed to carry out these newervicesare increasingly reliant on relational skills. Particularly for
Postmasters, these new tasks include communicating with supervisors and peers, resolving conflict and
negotiation.

In terms of skill needs, the shift from largely administrative tasks, which will be increasingly automated, to
sales and client interaction, will naturally lead to the needlevelop of new relational skills. The results

of our questionnaire responsgillustrated inTable9 below, indicate that these skills can be summarised
according to a few skillsets.

Table9 ¢ Questionnaire results on the most relevant skills fBiost Office Networks

Important skillsfor postmasters

Today In 5 years
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1 Social perceptiveness Social perceptiveness
2 Problemsolving Problemsolving
3 Database user interface PublicSpeaking
4 Query software and email software use Service orientation

Important skillsfor postal clerks

Today In 5 years
1 Social perceptiveness Coordination
2 Problemsolving Familiarity with apps, software and their
updates

3 Accountingsoftware Ability to adapt to digital progress
4  ERP software Active listening

For mail service clerks, the closest associatiommur semantiagegard responding to inquiries and billing,
demonstrating a balanced skillset of product knowledge, communication skills and accounting skills.
Furthermore, tosely related to responding to inquiries is growvghientation. On one side, there is clerical
office work.dOfficet could also refer to the Microsoft Office package in this context. On the other side, is
mercantile work and that related to providing cleararaeauthorisation Tying these concepts together

is the bookkeepindaccountingassociation.

Figure7 - Semantic Analysis of Post Office Networks
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For the manager rol& an element of optimisation lies very close to the centre, indicating the work of the
manager in optimising operations, requiring logistical skills. Further out, we see implementation and
coordination closely related, indicating organisational skills meguior coordinating the implementation

strategies. Indeed, strategy crowns the semantic analysis albeit somewhat distantly related to other
concepts. On the other side, there is reporting and departures, indicating the need for inventory and
drafting skf a ® LYRSSRZ G @I NA2dza¢ | yR aljdzt f -fadetedralé of | NB Of
managers and the need for multitasking, agility and good organisational skills. Finally, there is an aspect
related to responding, presumably to both customer aadleague inquiries.

To address the task shift and new skills that will be required, training remains a critical component of a
sustainable post office networRespondentsandedto be more appreciative of training for Postmasters
than for Clerks. Howevethe quality of current available training was given a lower score than the quantity
of current training, indicating room for quality improvement. During folovinterviews, respondents
remarked on the importance oflear separation between training mments and active work, and
flexibility in scheduling training sessions.

¢t2RIe ¢S aSS | O2Yo0AylLGA2y 2F az20Alfx az2¥id FyR i
0§ SOKy 2t 2 3 8&ETclassfficaiioi §stemf Despite calls from the UPthéir 2019 report orthe

digital economy and digital postal activitier talent already available with the organisations for data

related jobs and skills, respondents to our survey found it relatively unlikely that these profiles uwill be

skilled to cover any level of datalated activity. Rather, in the future, we see a more general approach to
familiarity with different apps and software as well as adaptability to digital progress. The intuition may

be summarised as a lack of cleasion about future technological skills and, therefore, an emphasis on
G§SOKy 2t 23A0I f GNBaAtASyOS¢eod 2SS aSS az2vyS O2yairads
knowledge toward service orientation and familiarity with a range of new services.

Our findings have been collected in the followiiigble10 (for the complete version seEigurel4 and
Figurel5in the Annex

Table10- Summary of the mairdatapointsfrom in the Skill Reference Framewofkr Post Office Networks

Skills Reference Framework Highlighg$ostmasers

Skills Digital skills Soft skills Relational skills Technical skills
Interfacing with digita Making decisions, Communicating with Providing
devices organizing and supervisors, peers, o consultancy on
Proficiency in use of supervising activities subordinates; energy services,

To internally developed Observing, receiving,  resolving conflicts an insurance, or

b software and apps and obtaining negotiating with financial matters

Future b : . )
Familiarity with new information others to the client

Tasks - .
digital procedures Performing for or
connected with working directly with
recently introduced the public
tasks

Top Familiarity with apps, Problem solving Public speaking Specific

Future software and their Social perceptivenes: 5 Active listening knowledge

Skills updates Coordination Service orientation required for the

BLLISOAFAO NBFSNBEyOSa (2 aLIAGSNXYIAGSNE 2N aYlF Af adzZLISNAstand@nfetSy G ¢ & SNE
amanagerial role in the transporation and storage sector.
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Ability to adapt to tasks and
digital progress awareness of
security protocols
Training Less than adequate Less than adequate Less than adequate Not observed

offer

2.2.2 Work EnvironmenEramework

Research orSDCinitiatives brought to light several pertinent findings for further investigation and
elaboration. In particular, wavestigatedhe following elements concernirthe work environmentn the
postal sector.

Digital trends and their impact in the work eramment

The role of scial dialoguein harnessing the benefits from digitalisation while mitigating the
harmful effects

The social dialogue toolkit

In the work environment, digital trends manifest externally, from shifting consumer preferences, and
internally, with for examplethe development of automation. We have examined anghmarisedhese
internal and external digital trends below:

Decline in mail volumes and rise of-ewmmerce: as digitalisation has reduced the use of
traditional letters, ithas accelerated the growth of-@ommercé* 6 A G K (G KS Ay Rdza i NB
volume almost doubling since 2088.

Emerging technologies & task automatioautonomous processestie educed the demand for

physical work and increased the need for workers who rmamitor automated processes. This

trend alsoentails new risks foHealth andSafety in the workplace such as increased stress and

strain from repetitive movements and a sedentary work stfle

Social dialogue can take up certain measurestigate digital Health andSafety risks while harnessing

the benefits that digitatiation offers. The tools employed to bring about such measures have been
assessed in order to determine their effectivenelise SDC final report dviobilising Social Parérs in a

New Contexprovides several change management levers utilised in National Postal Operators, including:

Work time arrangements

Measures to mitigate planned job loss

Support & compensation for redundant workers
Concessions

Training

Training as a w@l for social change management will be of particular interest for this analysis seeing as it
is also presented as a tool within the support and compensation for redundant workers category, which
itself is reflected in social dialogue prioritida. generd, respondentsto the questionnairedound that
training on health and safety is gaining in importanes a mitigation measure for health risks and safety

in the work environmentA lack of consensus emerged during the interviews on whether and how this

4World Economic Forun202Q The Future of the Ladlile Ecosystem.

15|nternational Post Cooperation, 2019. Global Postal Industry Report 2019.

16 Cedefop, Eurofound018. Skills forecast: trendsi@ challenges to 2030. Luxembourg: Publications Office. Cedefop reference series; No 108.
http://data.europa.eu/doi/10.2801/4492
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training should be adapted to account for digital trends and the impact of Covid. A psychological
perspective on stress willsobe of critical importance, but most respondents seemed to indicate that
training alone is nosufficientto mitigate the risks @sing from digitakation.

Responses to the questionnadrelearly indicate however,that working time arrangements have been
the key lever in managing social changgeee Table15 in the annexes These changes to work time
arrangementsare the result ofincreased competitionfrom different players. Flexible worktime
arrangemensactas solutions to peaks in demandhichnow go beyond seasonal peaks and even consists
of daily peaks when thelientis more likely to be at home amghen there is lestaffic.

Other tools, such apolicy reformsto protect workers from precarious working conditions have been
proposed during data collection. The 2020 European Social Partners Franmk Agreement on
Digitalisationis the latest and most impactful contribution that social dialogue has made in mitigatch
KSFHfGK NAR&alad ¢KS FaANBSYSyld O20SNRER GKS WNRIAIKG G2
Health andSafety. Additional priorities itHealth andSafety for these profiles that be further developed

include access to frequent medical examinations, actively counteracting the potential risk for psychological
stress, managing overload and distribution of workloads, limiting traceability and simpbificafi
technological introduction processes. Some joint organisations have gone as far as approval processes to
changes in work spaces to ensure health risks are avoided.

Backoffice Operations

The ecommerce and automatiowligital trendshave implicationsfor Health and Safety in Backoffice
Operations The questionnaire respondents identifisttess, a deteriorating work/life balance, and some
musculoskeletal disordergpoor posture, repetitive movements)s the main health and safety risks a
result ofdigital trends

Furthermore monitoring technologiesre viewed as an additionalource of stress for these profileat
the same timedigital trends can provide benefits tddealth and Safety in the work environment. For
instance, vhile the continued rise ok-commerceposes a risk for healthwith the regular handling of
increasingly heavy as well as potentially valuable and/or fragileggautomation presents a potential
mitigation measue, handling more of the heavy lifting

Indeed, he use otechnology such asxoskeletons for lifting, automated unloading machines, as well as
data glasses and scanner glasgassidedpotential digital Health and Safety benefits in the workplace

for these profiles These technologies will act as important improvements to mitigati&@risks for these
profiles today and in the near future. However, our questionnaire results indicate a shift in role for these
profiles to more administrative and monitng tasksFor the new Health andSafety risks emerging from

a shift to more administrative roles detection systems like those used in cars to detect when the driver
is fatigued or simple regular intervals during which the computer shuts down might reganleers to

take more breaks.

As for mitigation measures, the dependence on wiinke arrangements as change management lever
has likely been a cause of the deteriorating work/life balance as reported in the health risk related to
digitalisation. ie evolving role oBackoffice Operationsndicates that training shoulfbcus on both the
physical strain of handling large peelsas well asrepetitive movementsposture andposture issues,
characteristiof the new roles these workeiare taking on.
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Potentialpolicy reformsentail legislation regarding shared liability for package deliwehjichcan help to
improve working conditiondncentives for early retirementould helpreplace older workers with less
adaptability to change ith younger, more flexible employseE&amples such as the Working Hours Act in
Germany, which stipulates minimum breaks between working days and the Social Partnership Council in
Bulgariacould act as a springboard for such actidasamples ofctions that aim at limiting the number

of working hours have been implemented, hiere is no evidence yet that they have contributed to
reduce unemployment.

Some have pointed to collective agreements as a starting point for policy reforms and ovétbaul.
exampe, to mitigate risksof stress due to monitoring technologiesome have suggested thahe
monitoring should be aggregated as much as possible to track processes rather than individuals. Collective
work agreements can help to limit data collection this regard, niterviewees also indicated
communication campaigns as a means to improve drun technologies, but also as a more general
solution to relieve stress from changes to the work environm&eimmunication campaigns should focus
onthe reasoning for certain changes to work practicswell agoping with change and reducing stress.

While some of these policy reforms may be welcomed by workers or employghers, such as
reduction in weekly work hoursnay reduce stress from workut a reduction in wagenight naturally
accompany such a measure, introducing additional stress. The possible benefit of such a policy would,
thus, be subject to the tersnarrived at through negotiations via social dialogue.

The following table summarises the main points on the Warkifenment Frameworkor Backoffice
Operations

Tablell- Summary of the main datapoints in th&/ork Environment Framework
for Backoffice Operations

Measures Training Policy Reforms SocialDialogue Tech. Solutions
H?alth Health and safety . Reduce stress Exoskeletons, scanner
Risks/ among the most Observed at national . o

i important topics of level but abundant concerning digital glasses etc can
Benefits change improve productivity

training programmes
Raise awareness on

Mitigating  Viablealternative to important changes to Weariness about
Measures  Stressful workime As above Health andSafety impact from wearable
arrangement training technology
Rolg of Inform training Inherent to all of the Cg_nnot a_lct alone to
Social coordinators on - mitigate job loss but Reach agreements
) - social change . .
Dialogue adjustments todigital management levers can alleviate the e.g. on data protection
health risks 9 impact

Delivery of Postal ltems

As the postal sector evolves with new ways of working enabled through advancements in digital
technology, so do the methods for the delivery of postal items and, consequémgly implications for
Health andSafety. The delivery of postal items has alwdyeen conducted inw&ork environment that is
difficult to control in terms ofHealth and Safety, with most delivery staff taking to the streets and the
potential risks they hold. Therefore, in addition to trainingtdé&S improvements tdealth risk faabrsin
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the work environment for the delivery of postal items have traditionally entalegimentedvehicle safety
andenhancement obafety equipment such as helmets for motuike delivery.

These improvements télealth andSafety for the delivery work erronment continue today, some of
them digitallyenabled, such as simulations in training Kegalth andSafety for delivery staff. However,
new digitallyenabled ways of working require new approaches. Some of the main digital trends we
investigated in tle delivery of postal items includee impact of platform work made possible with digital
advancements, decentralised hubs and local droff/pick -up points, and delivery robots

The adoption of platform economy models for the delivery of postal itesionsidered a prevailing
threat for the working conditions of delivery staffPlatform work in delivery servicesypically entails
contracted delivery workers who provide flexibility during peaks in delivery, but who also create
competition that may reducewvorking standards for postal operators. For instance, one example of
increased competition from the platform economy that emerged several times in our research regarded
AliExpress. The effects of the platform model Health and Safety vary, again, by Meber State
depending on the degree of regulation. In some Member States, the platform economy is less regulated
and has greater potential to deteriorate the working conditions of national operators in competition while,
in those where it is more regulatethe effectscould betampered.

Digital advancements, however, can also introdye#ential benefits for the Health and Safety of

delivery staffas well, as seen in the other two digital trends. Decentralised hubs and locabfffpick-

up points (e.g. lockers) already seem to make an impact. Improvements in digital technological have
increasingly enabled this method of delivery whigim maketts RSt A SNBND&a 22dz2NySe O
areas, requiring less driving and reducing the risk of traffic inciderfhis finding, however, can depend

2y (0KS 2LISNIG2NDRa 2NBlFyAalGA2yFE TR2LIIAZ2Y G2 | 002

The effects of delery robots on theHealth and Safety of delivery staff will become clearer as they are
increasingly implemented in the netr mid-future. Their implementation differs greatly across Member
States, with some Member States piloting such programmes and ottodrseeing any implementation
possible in the five year horizon. However, experts speculatedbktery robots can help to keep the

RSt AGSNBNI 2FF GKS a i NEB SfhoughtdvarfiragNdyreS dependiag on2heE type I NI Q
of delivery rotwt. Different applications should also be consideveithin Member States, with some of

the most common pilot actions, such as those with drones, taking place strictly in rural environments
where air navigation is easiest. In theory, these pilot actionsléitake delivery staff almost completely

off the streets (considering weight limitations, they may still be required for large objects), with
implications forH&S but with the potential to introduce other risks such as an increased risk for stress
from auch as shift in roles and concerns over job security as well as risks from repetitive movements or
prolonged exposure to screens as a result of piloting drones (depending on their level of automation).
Other delivery robots, such as rolvans, are only fesible for densely populated urban centres and may
entail any risks associated witiperation andmnaintenance of those vechicles (SEablel4in the amexes

for an analysis of the different types of delivery robots and their impadd&8.

Overall, the digital trends impacting the delivery of postal items have had both positive and potentially
negative implications. Digital tools hawecreased efficiacy by facilitating tasks and have reduced
physical strainon the worker. At the same time, workers have becomeeasingly isolated from their
coworkers and supervisors, creating potential for increased straghen combined with increased
pressure to pegorm in an, at times, fragmented process. Traditionally, these risks have been addressed
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through safety training and policy reforms via social dialogue. These methods will continue to be pivotal
in ensuringHealth andSafety in the work environment, but lneed continuous updating to keep in stride
with digital transformations.

Health andSafety training can leverage aechnological advancements for simple improvements te e
learning platforms or more avangarde implementations such as driving simulafis including with
virtual reality. Suchtraining will also need to specificalgddress psychological risks such as stress
resulting from digital transformations. Examples include employee assist@ngecourse on new
technologies administered with the most suitable modalitining on new working procedureand
wellness programmegconcerning mental health issues thatayn be caused by isolatip stress,and
disruption of established work routings

Again, technology can play a role by connecting colleagues digitally to overcome feelings of isolation. Policy
reform through social dialogue can help to tackle digital ttsdeom the platform economy, for instance,

with sectoral collective labour agreementthat establish standards at a sectoral level across Member
States. Social dialogue will play a pivotal role in bringing about such change such as engaging in
negotiatiors with management to help with business contiuity planning and discussing procedural
implementations. Again, as witBackoffice Operations, social dialogue must encourage and take part in
information campaigns Given such considerations, we have summarised structured our findings on

the impact of digitalisation orlealth and Safetin the work environment for the Delivery of Postal Items

in Tablel2 below (for the full framework seEigurel3in the Annex).

Tablel2- Summary of the main datapoints in th&/ork Environment Framework
for Delivery of Postal Iltems

Measures Training Policy reforms SocialDialogue Tech. Solutions

Training on traffic ~ Updating obsolete job  Dialogue can reduce Introduction of delivery

Health risks / safety:driving legislation risk of stress due to  robots, enhanced
benefits refresher course digitalisation skill shift electric vehicles for
andsimulation and Covid delivery etc.
machines
Employee assistance Career and wage Improvecommunicatior Impact from
programme (trained incentives can improvebetween employees ar digitalisationcan be
Mitigating counsellor, videos or motivation between employers to mitigated via improveg
measures wellbeing etc.) avoid the effect of communication and
isolation differentiation of caree
paths
Inform providers on  Stimulate legislation to Dialogue is essential Communication
the modality of reduce/regulate both horizontally between empbyer and
Role of Socie training best suited  discomfort factors (employeeemployee) workforce on benefits
dialogue for different topics (platform work, full and vertically and reasons behind th
automation) (employeremployee) adoption of a new
technology

By examining the table, the reader can assess how the proposed methods for addressing the impact of
digitalisation onHealth andSdety for the Delivery of Postal Items derive from digital trends resulting in
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different health benefits and risks. These hbdlenefits and risks are then harnessed or mitigated through
the identified measures, each with a specific role for social dialogue.

Post office Networks

Morethan previous profileghe Post Office Networkprofilesare sheltered from risks tblealth andSafety
from machinery and the outside environment. However, these profiles are perhaps exposedo the
psychological and stresselated risks that have emerged across profiles as a result of digitalisatibn
the postal servicedDG EMPL comgted a study on theéhe impact of teleworking and digital work on
workers and socigt identifying several trends impactingl&S as a result ofdigitalisation While
teleworking is not envisioned at this momeais a possible method for the futusgork of these profiles,
several trendswere identified as relevant for for irpresence work as weknd, thus, investigated
accordingly, including:

the autonomy paradoX

greater work fragmentation

FyYyEASGE YR &aiNBaa FORY WIYyGAOALI G2NB &adzNDSAT
Of these trends, someeceived greater emphasis in owurveys. While autonomyand, perhaps
consequentlyjob satisfaction wereeported to have only slightly increadeadaptability increased to a
large degree along with high potental impact of increasd stress.Adaptability has been seemingly
interpreted asflexible work arrangementsut, autonomyz | 3Sy 0eé (2 Yl ylcahbctdy SQa 2
counteract negative side effects of increased flexibilityostal operators have demonstrated the need
for adaptability on behalf of their employees, as a result of digital trends. However, thegrzashould
provide more autonomyo their employees When further investigating mitigation measures, interview
respondents suggestedmansition periodsto digital transformations and @&entralised approacho such
change, such as singldogin procedure for all digital platforms and apps.

Apart frompsychological and mental health risks, gelentary worlenvironment of these profiles comes
with risks of developing musculoskeletaldisorders resulting from poor posture as well agsion
impairment from long exposure to screendMitigation measures for these risks havanged from
traditional methods such as policy reforms, work arrangements and collectiveragrae to new digital
tools. Training onergonomics, posture and an office lifestyle, including taking lwésakommonly cited
Digitalisatiorhas also provided potential benefits Health andSafety for these profiles as well, including
digital tools that stimulate synergy with colleagues and those that impose bfeaksvork. These tools
should be used with caution to ensureaththey do not causadditional stress from the feeling of falling
behind at work.

Given theanalysis above concernitpalth andSafety in the work environment, we have elaborated the
Work Environment Framework as illustedtin Table13.

Tablel13- Summary of the main datapoints in th&/ork EnvironmentFramework
for Post Office Networks

Measures Training Policy reforms SocialDialogue Tech. solutions

17 The flexibility that technology offerswvhich initially promises workers control over their wontesults in additional demads through
encouraging constant availabilitbource:Mazmanian, M. et al. 2@L The Autonomy Paradox: The Implications of Mobile Email Devices for
Knowledge Professionals. Organization Science
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Several Directives
Training on risk address digital
factors for health  challenges e.qg.

Company level  improvements to work
Qalogue on. facilitation and potential
implementation  for decreasing stress

. issues like poor ing ti »
Health risks / osture org esight xg:tlﬂfge“me modalities could _ _
benefits P ting f yesig balance lead to unequal  Risk of overbureningand
resulting from ¢ implementation of overconsumption of digita
excessive compute transparen . tools/technol induci
predictable po“Cy reforms 00 ecnno Ogy, N UC|ng
use working across MS increased stress
conditions
More flexibility for Coordination
the employees to ~ Some need updates between social
manage their digital work dialogue partners Transition periods for
Mitigating training schedule ~ €nvironment (workin¢ involved in adopting new technology
measures S time) and others nee: companylevel more centralised approagl
Training time more  jmplementation implementation of communication campaign:
strictly separated  (workife balance)  policy reforms
from work hours across MS
Stimulate exchange Advocate for o
. . . Social dialogue can
of information and improved .
. Ensure o monitor, evaluate,and
find agreements implementation of coordination romote appropriate tech
Role of Socia regarding suitability plem between company prom bprop '
dialoaue o Work-Life Balance solutions and
g of training methods .~ . level . .
. Directive . . implementation for
and scheduling implementation of .. " . .
. . mitigating healthrisks
effectiveness policy reforms

Our proposed methods for improving&Sin the work environment for Postal Network profiles remain
the sameasthe previous two postalamilies, namelytraining, policy reformsjialogue,and technological
solutions.Trends in each of these methoutglicate their direction and impact drealth andSafety. They
act to reduce health risks fromigitalisationor instigate potential benefitsTheycan act as mitigating
measures for many riskand social dialogue has a&dh developing abf the methodsAs such, this table
is intended to as act a guide for social dialogue to act on the tools used to imbealth and Safetin
the work environment for these profiles.

2.2.3 Comparison witlBackoffice Operationsand Deliveryf Postal Items

Tasksskills,and training

The main crossutting trends in terms of skills and tasks, that apply to all Occupational Areas, are the
everincreasingmportance of soft skills and digital skills, since interfacing with digital toolgis&idask

for all profiles.
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Figures8 - Differences and similarities in taskskills,and training

Back-office operations

Smart warehouse
human-robot
collaboration

Delivery of postal items Monitoring, tracking Interaction with Post office networks
and tracing computers and
digital systems
Soft skills

Interface with

o ) digital tools
Proximity services

Product-specific Knowledge of Sales and support
knowledge A SETVIEES services

However, the type of digital tool employed is different according to the profile at h8adkoffice
Operationsand PostOffice Networksoperate mainly with computers, desktop apps atidital systems,

while the digital equipment foDelivery of Postal kmsincludea variety of devices and applicatiorsich
asphone appstablets,and smart lockersPost Office Networkswill be responsible for introducing and
managing control systems for the new technologies for both the new services they are offering in addition
to the new technologies that will be used Bwckoffice Operations and in the delivery of postal items.

Backoffice Operations and Delivery of Postal Itemsshare some of theirtasks, specifically those
concerning monitoringtracking,and tracing

A trend shared betweebelivery of Postal ltemsind Post Office Networksoncerns new services being
provided by potal operators Delivery staff isnvolved indiversified services offeredoy national postal
operators and will need more specific knowledgeertain products (food, medicine, etc.), on installation

of certain products (e.g. routers for internet servim@vided by postal operator), and data collection (e.g.
energy diagnoses). The same applieth®Post Office Network OPwhere new services provided include
insurance services, financegrvicespr internet servicesFor both these profilesn-depth knowledge of

the new services offeretd requiredn order to perform said services as well agti@ctivelycommunicate

their features and procedureso the clients.Occupational Profiles frorRost Office Networkswill have

more direct contact with the client, providing information on new services offerings and responding to
client questions and concerns regarding such produatsile delivery staffwill need productspecific
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knowledge (privacy regulations for data catien, installation procedures for modembsi&Sguidelines to
deliver food and medicines)

Consideringhe increasingly relationatature of the role of Postmasters and Postal CleiRkgst Office

Networks will provide sales services and client support mttr@n the other OPsProximity services are
specific to theDelivery of Postal Iltemsrofile, while interactions andcollaboration with smart robots
belongs moreto Backoffice Operatiors profiles for now, even though it is possible th#&utonomous

Mobile Robots will be increasingly employed for delivery seniitése future(more than five years).

With regard to training, delivery sta in a unique situation compared with the other profilgssen the
mobile nature of the job:jst-in-time elearning can play a key role in reaching mobility delivery staff with
key training initiatives, but training social skills regsin-presence training as well.

Work environment
Figure9 - Differences and similarities in work environment

Back-office operations

Decreased risk
of injury from

automated
machinery
Delivery of postal items Reduced physical Need for Post office networks
s transition
periods and
digital tools
Risk of stress
Decrease in Concerns for
collaboration monitoring Eye discomfort
with colleagues technology and other risks
connected with
the office lifestyle
New social role Stress from new
for proximity services and More concern around
SRS roles future replacement
Concerns for Elimination of
platform work repetitive tasks via

new software

The horizontal trends embraced by all Occupational Proiiilelside risk of stresand musculoskeletal
disordersas the mairHealth andSafety issuealthoughfor different reasonsFordelivery staff ad post

office staff, stress may be caused by the introduction of new services and by the shift in roles that offering
of new services entaiHowever, specifically fdbelivery of Postal Itemsanother prominent stress factor

is the decrease in contactsitiv colleagues an effect that was not detectefdr the other Occupational
Areas.
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There are also significadifferences concerninthe risk ofmusculoskeletal disorderdhe main risk factor
for Backoffice Operationsare injuries from operating warehge machiney, while forDelivery of Postal
ltemsthe riskscome fromlifting and moving heavyparcels In both these Occupational Areas, however,
automation proved to be an effective mitigating measure, reducing the physical strain regeinadly,
musculoskeletal disorders fdrost Office Networksare caused by the sedentary office lifestyle (long
periods of time spent at the desk, poor postwete.) alongside some specific health issues that are not
shared by any other profile, such asajiscomfort forprolonged use of computer screens.

Mitigating measures particularly f@ackoffice Operationsand Post Office Networksncludenew digital
tools (to stimulate synergy impose mandatonbreaksand streamline procedurgésas well agransition
periods before the adoption &faid newdigital tools or devicesn order to allow workers to get acquainted
with the new equipment or software

Finally, there are somstressinducing concerns specific to the different Occupational ArBativery of
Postal Itemsstaff is concerned with the potential increase of platform wowihich could trigger an
unwelcomerole change The Occupation Profiles within thieost Office Networksave, compared with
all other profiles, the highest degree of concern f@placement, as a result of the evgrowing
automation of tasks and activities in the post offibéevertheless, our research found that both these
trends (platform work and full@omation) will notimpact the postal sector significantly in the near future
(5 years).

Backoffice Operationsand Delivery of Postal ltemshare concerns regarding technological equipment
that monitors and tracks their position, which include wearabévides for the former andracking of
vehicle and/or company tablets for the latter. The mitigating measure for both profiles is a clear vertical
communication (between employees and employers) concerning the establishment of limits on the
amount and typeof data that these devices can gather, to ensure the privacy of employees is preserved.

Impact of ©vid-19

The onset of Covid had a particular impact on the postal sector as a whigkn the particular impact
Covid has had on the postal sector and it i@ the aforementioned trends, the report has dedicated a
specific section to the impact of Covid in the dig#ation processon skill and training needs and on the
work environment Our analysis found that all Occupational Profiles have been hesftdlgted by the
pandemic in all its facets

Digitalisation

Covid tremendously acceleratéifitalisation. Post offices in Member States in which the digital transition
was still in its infancy had no choice but to adapt to the new needs of the pandemic via a sudden boost of
their digital capacitiese(g.equipment, personnel training, stable internet conneciti etc).

In particular forPost OfficeNetworks, limited access to the post office to comply with public health
protocols entailed a massive shift of postal services online, reducing the number of services for which
physical presence at the post offiae much as possihl&he transition to online offerings of services that
had previously been exclusively offline (i.e. drop off procedures, stamp selling, etc) is expected to continue
to increase aslents are getting more used to having access to servicd®mut going to the post office.
Beyond increased uptake of current services offered, in the next 5 years, it is likely that clients will demand
more online services from operators.
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Furthermore, chages in consumer habits and a steep acceleration-goremerce are of particular
importance Indeed, the enforcement of social distancitggkdownsand other measures in response to
the Covid19 pandemic has led consumers to ramp up online shopgihghe same time, supply chain
disruptions have resulted idelivery delays or outright cancellation of orders.

For Backoffice Operations as a consequence of the shift from letter to parcels and the rise-of e
commercerelated challenges have arisen or been further amplified during this pandemic. These include
price gouging (i.e. increasing prices to unreasonably high levels), product safety concerns, deceptive
practices, cybersecurity concerns, the need for increased bandwidth, and developeteted concerns.

ForDelivery of Postal Item¢he workload increasd by 43%, as a result of the drastic spike in postal traffic,
in particular regarding .eommerce and parcel delivery, whisignificantly augmentedhe volume and
weight of postal items to be delivered.

Skills and training

In terms of skills and traininghe research indicated that thmain consequence of Covid was ttaft to
e-learning modalities athe main (and often only) method for providing training to employees for every
topic and for all three Occupational Profiles.

The displacement of all traiimg programmes to the entirely virtual realm ofearning resulted im greater

access tdraining sincecourses and training materials can be accessed via apps on the phone or on the
frLG2L Fd GKS SYLX 28S8SSQa tSAadiNBEo® ¢KAa YSGK2R g1 &
to the Delivery of Postal Item®rofilewho mayneed to acceskarning naterial briefly and quickly

On the other hand, however -earning is not the most suitable method for all topics covered by postal
training, making the learning experience on these topics suboptimal. To meet training needs and safety
concerns, hybrid maels of learning are being experimented within the sector, for instance, virtual
classrooms and enhanced chatbots. Moreover, trainers and trainees experienced difficulties in adapting
to the new digital teaching modalities. Additional digital skills wepiiied, as well as soft skills such as
flexibility and resilience, to become adjusted to the new training formula.

Work environment
The work environment was also heavily impacted by Covid. The main drivers were:

Perceived increase in workload, whicaries widely according to the Member State and postal
organisation;

Reduced human contacts with colleagues and clients, which could cause stress and mental
discomfort;

Change in office procedures to reduce potential infection;

ForBackoffice Operation, social distancing measures affecktthe OPs to varying degrees as some may
be better positioned for remote work than others. In general, the research revealed that nearly half of the
workforce is employed in jobs that entail some risk of infection in theetu situation, as they require a
higher degree of physical proximity with colleague

For Delivery of Postal Itemspostal operators relied on traditional methods such as masks and social
distancing, while othergmplemented digital procedures such aigjital payments and alternative digital
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methods for confirmation signaturesFurthermore, Covid caused a prominent reduction in human
relationships. In our research, this has been linkeidtoeasedisk of stress and an overall negative impact
on worker§€mental health!®

The roles of Postal Clerks and Postmas{Bisst Office Networks)unlike Backoffice Operations, entail

not only regular interactions with eavorkers but with clients as well. To reduce infection, new procedures
includedimplementationof new digital tools such as digital payments, training for health device usage
and the introduction of control systems for new services offerings.

Conclusions

As a whole, the postal sector has been transformedibitalisationas itchanges the mode and methods

of services currently offered and expands those to include new services aPogtlll operators will need

to collaborate withtrade unionsto adapt to changes in skill and training needs instigated by disruptions
from rapiddigitalisation and contingencies such as the Cd@dbandemic in order to maintain socially
responsible handling of shifting labour demands and work environments. The report has been composed
as first step into investigating the best methods for suchnétiative.

In terms ofskills and training needgrends affecting these €upational Areawill put them into more

contact with customers and will require more collaboration with colleagues.-hat&nal and managerial

skills will prove useful for thesnew roles, which will also require greater autonomy from these Tes.

KINR alAaftta GKIG dKSe g Mttty SER (HkERande apbdiftarenad22Sy0iiS E (
across Member States angrganisationalstructures, so basic office plications might be the most

beneficial especially considering the less than adequate training offer in this area.

For Backoffice Operations it is also important to focus onthe top future tasks pertaining to the
processing of information, which theseP® will need to take over as they transfer ro@mcerning
monitoring and trackingOmnichannel communicin with clients ad social skills can go a long way for
the future of these OPs.

Digitalisation of the postal sector halsobrought with it the povision of new services, many of which will

be carried out by delivery staff, who will increasingly become responsible for not onlgethery of

postal items 6 dzli & LINR E A Y A (i @nevasKillsBeedcartain digital sKills ivifs g prepa T

this profile for the future including familiarity with a variety of devices and their most relevant applications,
which may include mapping software and database interface. New training methods such as
improvements to dearning with, for instance, chdiots for justin-time learning can help this profile
overcome these newbstaclesInpresence training, however, will remain the preferred method for social
skills and théaunchof new technologies.

ThePost Office Networkstaff, rather, are relied upon to ensure the smooth introduction, integration,
and functioning of the new technologies within the broader postal sys&asic digital competenciewill

be increasingly important but also relational skills that facilitate navigating ioddegial,departmental,

and clientstaff interactions. Digital skills can be developed throughagning training that emphasises

the quality as much as the quantity of the content covered and social skills might be best developed
through, for examplein presence simulatioexercises

18 World Trade Organization, 2026&mmerce, Trade And The Coe%RiPandemicAvailable atiink.
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In terms ofthe work environment digital transformation willlleviatethese OPs of a good deal of the
physical strain involved in the jobhd& growingHealth andSafety risks rather, still include poor posture
and repettive movements, but mostly psychologicaleswith many respondents reporting high levels of
stress.

To protect these OPs for thdealth andSafety risk fromdigitalisation it will be important to provide
adequate and updated training, to update colleet agreements, to ensure dialogue is harmonious
especiallyat a company level and to harness technological solutions, such as imposed break time without
affecting working hours.

Training orH&Sthat has been adapted to consider the changing nature &ftd$lealth andSafety in the
work environment can act as a necessary first step to mitigating this risk. Social partners can help to ensure
that the training is adept for the risks of today and the near future in digital work environments.

The Covid19 pandemichas accelerated many of the digital transformations already seen in the postal
sector such as thshift to parcels and increasing use of local daffdpick-up points. In addition, several
technological implementations meant to decreasmtact and infection, such as digital signature or other
alternative for p&JO Sénfirration are likely to continue after the pandemic recedes and will require yet
more familiarity with digital processes and deviclshas resulted irthe increase in ervices offered
(insurance, financial, internet service providers) as well as digitalising previously offline activities (postal
stamps, pick-up/drop-off processes, etc.These new services have shifted gtaff-customerrelationship

and underlined themportance of basic digital skills throughout the post office workforce. Relatedly,
management of new control systems that cover existing services as well as those that were introduced
during the pandemiavill continue to require ugre-skilling of staff

With these considerations accounted for and mitigation measures put in place, digitalisation of the postal
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Safety.
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Annexes

Skill Reference and Worknvironment Frameworks

Figurel10- Skills Reference Framework for BaoKice Operations

Figurell- Work Environment Framework for Baesffice Operations
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