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This Information Notice contains non-confidential submissions by respondents to 

ComReg’s consultation regarding ‘Terms and conditions of the universal postal 

service - Single Piece and Bulk Mail’ (ComReg 15/371) which ran from 20 April 2015 

until 10 June 2015. 

Responses were received from the following respondents: 

 Respondent 

1 An Post 

2 Barnardos 

3  Communications Workers Union (CWU) 

4 Consumers’ Association of Ireland 

5 National Disability Authority 

 

  

                                                
1 http://www.comreg.ie/_fileupload/publications/ComReg1537.pdf  

http://www.comreg.ie/_fileupload/publications/ComReg1537.pdf
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Communications Workers’ Union Submission: 
ComReg 15/37 

 

 

Introduction 

The Communications Workers’ Union (hereinafter referred to as “CWU” or the 

“Union”) represents approximately 16,000 workers employed in the communications 

sector in the Republic of Ireland, of which over half are employed in the Postal & 

Courier Sectors. The CWU represents staff working in the following postal and 

courier companies: 

 

 An Post 

 UPS 

 DPD 

 PrintPost 

 Data Ireland 

 IO Systems 

 

As the trade union representing a significant number of workers in the postal & 

courier markets, the CWU welcomes this opportunity to respond to the Consultation 

15/37 (hereinafter referred to as the “Consultation”) issued by the Commission for 

Communications Regulation (hereinafter referred to as “ComReg” or the 

“Regulator”). 

 

The format of this submission will feature the relevant section of the Consultation 

with the CWU response below that. 
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3.2.11.2 Underpaid postage to be paid by addressee  

 

142. Condition C.3(4) of the proposed Terms and Conditions is titled “An Post 

powers to include right to open Postal Packets” and provides that:  

 

“Underpaid Postal Packets shall on delivery, be subject to the Charges specified 

in the Schedule of Charges or may be refused, detained, deferred, withheld, 

returned or disposed as prescribed under Section 47 of the 2011 Act.”  

 

143. ComReg agrees that is appropriate for An Post to levy charges for 

underpaid postal packets on the recipient of that postal packet. ComReg does not 

consider it appropriate that An Post reserve to itself the right to refuse, detain, 

defer, withhold, return or dispose of underpaid postal packets. This is not 

provided for in section 47 of the 2011 Act. This text would in essence allow An 

Post the right to treat underpaid mail as it wished and disregard its universal 

service obligation to deliver postal packets. ComReg does not consider that such 

a provision is appropriate having regard to the reasonable needs of users and in 

respect of the provision of the universal service.  

144. ComReg is of the preliminary view that condition C.3(4) of the proposed 

Terms and Conditions must be amended by deleting the following text:  

 

“or may be refused, detained, deferred, withheld, returned or disposed as prescribed 

under Section 47 of the 2011 Act.” 

 

 

CWU Response: 

CWU is concerned that the ComReg consultation document suggests that An Post's 

terms and conditions should be amended to remove the company's ability to refuse, 

detain, defer, withhold, return or dispose Postal Packets that have been underpaid. 
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Alternatively, ComReg is stating that the company should 'levy charges for underpaid 

postal packets on the recipient of that postal packet.' 

 

This is a significant and substantial change to the current arrangements and the CWU 

is opposed to this change for the following reasons: 

 

 It would impose a substantial cost burden on the company given the practical 

implications of post persons collecting and processing underpayments at the 

point of delivery 

 Among the practical implications that have to be considered is the requirement 

for the post person to carry cash and/or have credit card facilities available as 

well as the ability to issue receipts 

 The requirement for post persons to carry cash does highlight a health and 

safety question and potentially poses a security risk which the CWU would 

take very seriously 

 In addition to this, the proposal fundamentally shifts the burden of payment 

away from the sender which is a cornerstone of the current postal market and 

this could be open to abuse 

 In effect post persons are being asked to police a vital revenue stream for An 

Post and it ignores the fact that a Revenue Protections Section exists in An 

Post 

 This activity was  undertaken in the past but was discontinued because it was 

inoperable, impractical and the cost/benefit analysis did not make sense – the 

revenue stream was not sufficient to offset the costs 

 In any event this approach did not discourage customers from trying to abuse 

the system and as such was not fit for purpose 

 Introducing this system at this time will slow down the delivery route which 

could adversely impact mail which has been fully paid 

 This could have a profound and adverse effect on the development of the e-

commerce market which, vitally, represents the best opportunity for growth in 

the postal market and this runs contrary to serving the best interest of postal 

users 
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 The draft terms and conditions from An Post merely reflect Section 47 of the 

2011 Act and as such it is not appropriate or necessary to alter them 

 

 

 

 

3.2.1.1 Accessing Postal Services 

  

37. In setting out “How to Access An Post’s Universal Services” within the 

“Introduction” of the proposed SP T&Cs, An Post indicates the ways postal 

service users can access its services including universal postal services. Delivery 

Sorting Units (“DSUs”) and rural post persons12 are omitted in the proposed SP 

T&Cs as access points.  

38. Accordingly it is ComReg’s preliminary view, it is necessary that the section 

“How to Access An Post’s Universal Services” in the “Introduction” of the 

proposed SP T&Cs be amended to include DSUs and rural post persons as 

access points for postal service users.  

 

 

CWU Response: 

The CWU is concerned as to the practical implications arising from insisting that post 

persons be included as 'access points for postal service users' in the terms and 

conditions. 

 

Is it the case that post persons will be required to carry and sell stamps to customers 

on the delivery route? There are a number of issues arising from this: 

 Post persons being required to carry cash and process transactions has obvious 

health and safety implications as well as the questions that arise in terms of the 

how the transactions might be processed 

 It was the case in the past that post persons did sell stamps on route but this 

function ceased due to lack of demand and the introduction of alternative 

methods for customers to buy stamps  
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 Is it the case that the post person will be required to carry weighing scales and 

a measuring tape given that the postal cost is based on these factors? 

 Currently, as well as buying stamps in the traditional ways, postal users can 

purchase stamps online and given the extensive and growing availability of 

broadband throughout the country this is a legitimate and much more efficient 

alternative to selling stamps via the post person 

 Re-introducing the sale of stamps in this way would represent a cost burden 

for An Post as well as slowing down the delivery of mail on the route 

 Delay in delivery could have implications for the company in terms of 

achieving its quality of service targets 

 CWU is concerned that this proposal does not strike the right balance between 

the efficient and practical delivery of the post and the provision of a service 

which is not in demand among postal users 

 

 

 

 

3.2.11.5 Retention periods and access points to collect 

undeliverable mail 

163. ComReg is mindful that in setting these timelines it is necessary for An Post 

to balance the needs of all postal service users (in particular the needs of 

recipients who may be away on business or holiday and the needs of senders of 

postal packets who need to know whether a letter has been delivered or not) 

whilst also minimising the cost of handling and storage for An Post.  

164. ComReg considers that the retention periods specified by An Post are 

reasonable, if on each “Working Day” the relevant local office is open for a 

minimum of 8 hours. ComReg considers that it would not be in the interests of the 

reasonable needs of postal service users if the postal packet were available for 

collection on the number of “Working Days” specified but for a period of less than 

8 hours.  
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165. Therefore ComReg considers the text in condition C.3(2) of An Post’s SP 

T&Cs must be amended to indicate that Registered (Proof of Delivery) Postal 

Packets, Secure Post (Insured) Postal Packets, and Standard Postal Packets will 

be held and available for collection for a minimum of 8 hours on each “Working 

Day” from each local office where undelivered postal packets are held.  

 

 

CWU Response: 

The CWU is concerned at the 'Working Day' being defined as a minimum of 8 hours 

and that this would be applied across all local offices for the following reasons: 

 

 This proposal could represent a significant cost burden for An Post if the 

company is compelled to provide this level of service where it is not practical 

or commercially viable to do so in circumstances where the customer demand 

is not there 

 CWU is supportive of expanding services where the demand is there and has 

worked with the company on this basis 

 A one-size-fits-all approach is not sensible and will not serve the best interest 

of postal users where unnecessary costs are brought into the system 

 It is unclear that there is a consumer demand for this 8 hour Working Day in 

circumstances where the vast bulk of 'DIB' packets are collected by customers 

on the way home from work 

 CWU has worked closely with An Post to reduce the number of ‘DIB’ 

collections and good progress has been made with the introduction of the 

PRISM system 

 An Post makes the best effort to make these deliveries in the first instance and 

this fulfils their obligation in that regard 

 There are re-direction services available to customers where the demand is 

there 
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3.2.11.7 Delivery  

171. Condition B.3 “Postal Addressing” of the proposed Terms and Conditions 

provides that:  

 

“A Postal Packet shall be delivered in accordance with Section 6(3) of the 2011 

Act, provided the door aperture or delivery box is deemed to be a secure location, 

unless the addressee has requested an alternative service (e.g. Redirection 

Service or Mailminder Service).”  

 

172. Condition C.3(1) of An Post’s proposed SP T&Cs provides that:  

 

“…In apartment and office buildings, where a bay of delivery boxes is provided in 

the lobby, An Post may deliver to each individual box provided that it has been 

granted physical access by the owner or management company to the 

building…” (emphasis added)  

 

173. ComReg is of the view that the current text of condition B.3 should be 

amended to reflect the fact that postal service users can avail of alternative 

arrangements that have been mutually agreed, such as the collection from 

delivery offices, without the payment of a fee27.  

174. The current text of condition B.3 appears to attempt to restrict the delivery of 

postal packets to those addressees who have a door aperture or delivery box 

which An Post deems to be a secure location. ComReg considers that An Post 

cannot limit the statutory obligation to deliver in section 6(3) of the 2011 Act in 

this way.  

175. As such ComReg is of the preliminary view that in order to meet the 

reasonable needs of users the text of condition B.3 needs to be amended to read 

as follows:  

 

“A Postal Packet shall be delivered in accordance with Section 6(3) of the 2011 Act, 

unless the addressee has requested an alternative service (e.g. Redirection Service or 

Mailminder Service) or alternative arrangements, that have been mutually agreed, are in 

place.” 
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CWU Response: 

Whilst the ComReg document is not entirely clear it appears to suggest that An Post 

might ‘attempt to restrict the delivery of postal packets’. Given the company’s 

commitment to the highest standards of service and delivery this seems a fairly 

incredulous suggestion to make and it is unclear what evidence ComReg is drawing 

on in doing so. The CWU is concerned by the ComReg proposal for the following 

reasons: 

 

 It is imperative that mail is delivered securely and An Post should be given 

discretion in that regard to protect the integrity of the postal system 

 Allowing customers to make arrangements which might negate the need for 

the Redirection Service or Mailminder Service would serve only to deny the 

company important revenue 

 In theory it would appear that ComReg’s proposals would allow for customers 

to collect their post from delivery offices for free which would make a 

mockery of the existing systems which have been carefully developed over 

many years 

 Delivery routes and parameters have been developed under the auspices of the 

Collection and Delivery Agreement which was designed to ensure an efficient 

and timely delivery of mail and to reflect the route a post person has in order 

to perform their duty 

 The ComReg proposal would appear to allow customers to dictate the route to 

some degree and this could have serious implications for the entire delivery 

system and the USO if that is the case 

 It is unclear how these proposals would fit with the introduction of postcodes  

 
 
Conclusion: 

In general terms the CWU is very concerned at some of the ComReg proposals in 

circumstances where the proposals appear either to add a significant cost burden to 

the company or deny them potential revenues. Given the very finely balanced nature 

of the finances of An Post and the continued loss making burden of the USO, it makes 
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no commercial sense to further inflate the losses the company has to endure in the 

USO area. To do so would run contrary to the best interests of postal users and indeed 

the obligations and statutory functions of ComReg to promote the development of the 

postal sector and the availability of the universal postal service.  
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Ciara O Donovan

From: Dermott Jewell 
Sent: 08 June 2015 14:24
To: Market Framework Consult; Ciara O Donovan
Cc:
Subject: REFERENCE: Consultation 15/37
Attachments: An Post - Delivering Ultimatums.htm; News Briefs - May 2015.pdf

Importance: High

Categories: T&Cs

For the Attention of: 
  
Ms. Ciara O’Donovan 
Commission for Communications Regulation 
Block DEF, Abbey Court 
Abbey Street 
Dublin 1 
Ireland 
  
  
  
Q. 1 
Do you agree / disagree with ComReg’s preliminary views?  
  
The Consumers' Association of Ireland (CAI) is in full agreement with the views of ComReg. 
In an attempt to highlight and create an aware ness of the issues raised by ComReg the CAI produced an advisory 
article for its Members in the May issue of its magazine Consumer Choice. To further highlight our support of the anti-
consumer and other matters raised in the consultation paper we issued a press release. 
Both the article and a copy of the Press Release content are attached here for reference in context. 
  
Q. 2 
Are there other amendments to the proposed SP T&Cs or the proposed BM 
T&Cs you think are required 
prior to ComReg approving these?  
  
The Consumers' Association of Ireland (CAI) would content that there is an underlying issue of value in all that is 
proposed. We are of the opinion that consumers are not receiving good value for the prices they are required to pay. 
In fact, it was the unsustainable cost of posting the hard copy editions of Consumer Choice magazine that forced this 
non-rofit organisation to move to place the magazine in online and digital format availability only. By so doing we both 
eliminated many Members who do not engage online from the independent educational support and awareness of 
consumer issues as well as losing vital revenue upon which we rely for continuity of our services and representation.
We urge ComReg to require An Post to engage directly with the CAI and similar organisations in all requests for 
increases.  
We further request and urge that ComReg better consider the impact of these increases on all consumers with the 
view to revisiting increases allowed for consideration of their reduction. 
  
For and on behalf of the Consumers' Association of Ireland 
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8th June 2015 
  
  
  
Consumers' Association of Ireland (Regd. No. 29112) 
Fitzwilliam Business Centre, 
26 Upper Pembroke Street, 
Dublin 2 
ECCG (European Consumer Consultative group)representative for Ireland 
Tel: 01 - 637 3961 
Fax: 01 - 662 0365 
www.thecai.ie 
  
The Consumers' Association of Ireland, founded in 1966, is a wholly independent, non-profit, non-government organisation 
registered with charitable status. CHY No. 8559. 
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Dear Members,

In what you will all immediately 
note to be a first, I am using my 
news page to highlight a very 
significant and important Consulta-
tion that has been launched by the 
Commission for Communications 
Regulation (ComReg) regarding 
An Post’s Terms and Conditions for 
Single Piece Mail and Bulk Mail.

I am also asking that you circu-
late this as widely as you can so 
that not only you, but your family, 
friends and other contacts can be 
made aware of it, its relevance to 
them and the importance that they 
respond in some way to the consul-
tation by 5pm on the closing date 
of May 20th.

This can be done by clicking on:  
http://www.comreg.ie/publications/
consultation__terms___conditions_
of_the_universal_postal_service__
single_piece_and_bulk_
mail.583.104815.p.html 

Why is it so important?
From the outset it becomes clear 
that the regulator is unhappy with 

the manner in which An Post has 
set out its terms and conditions 
and also that certain of those terms 
and conditions are questionable. 
For example:

• It is important that the Terms 
and Conditions are clearly drafted 
so that postal service users fully 
understand the basis on which 
they are availing of universal postal 
services. 

As noted by the Department of 
Jobs, Enterprise and Innovation 
(“the DJEI”)

“If a contract document is to be 
intelligible, it must be capable of 
being readily understood by the 
group of consumers at which it is 
aimed. ‘Intelligibility’ in this con-
text is usually understood to entail 
avoiding or minimising legal or 
technical jargon – or where such 
terms are unavoidable, explaining 
them clearly –along with the avoid-
ance of other features that hinder 
comprehensibility such as long 
sentences, dense paragraphs, and 

inadequate use of headings and 
signposting.”

• ComReg considers that, in gener-
al, the proposed Terms and Condi-
tions may be difficult for postal 
service users to understand as the 
language used in many areas is not 
sufficiently clear and intelligible i.e. 
they are not in plain English. 
Unclear use of language in the 
Terms and Conditions will mean 
that they are difficult for postal 
service users to understand. This 
is clearly not appropriate having 
regard to the reasonable needs of 
postal service users.

AND

• ComReg is concerned that several 
of the conditions in the proposed 
Terms and Conditions give An Post 
the unilateral right to change the 
terms of its contract with a postal 
service user in individual cases. 
Such conditions are, in ComReg’s 
view, significantly weighted against 
the postal service user in favour of 
An Post. 

Last weekend I visited a very 
well known and long established 
supermarket branch in Walkinstown 
in Dublin.
  I was not on a mission to 
price check but did, as an average 
shopper and, I assume, valued 
customer, notice the following offers, 
which I found to be enlightening and 
annoying examples of how we are 

manipulated on price through spin 
and the illusion of consumer choice.
The product was Mouthwash. The 
500ml bottle was displayed on the 
shelf to be €3.00. Immediately to 
the left of this 500ml offer were 
bottles of the same product but in 
packs of 2 x 250ml bottles. The shelf 
price indicated how these would 
individually normally cost €2.99 per 

bottle (5.98 for 500ml). However, in 
bold red and white attention-grabbing 
print on the wrapper of the bottles 
was the announcement that these two 
could be purchased as a special offer 
for €4.00. So, a saving of 33% and a 
price increase of 25% in one simple 
transaction! Now that kind of 'super' 
value deserves to be highlighted. 
Down with that!!

Hard To Swallow

AN POST – DELIVERING ULTIMATUMS
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Condition B.6(3) of the proposed 
Terms and Conditions provides 
that: “Any condition, term, standard 
or requirement in these Terms and 
Conditions which affects or relates 
either to:
(a) the eligibility, of a Postal Packet 
to be included in a service, or 

(b) the eligibility or entitlement of 
a person to use, avail of or ben-
efit from service, may be waived, 
dispensed with or varied by An 
Post in any individual case and as 
regards any person, or generally 
from time to time, provided that 
such waiver, dispensation or varia-
tion meets the reasonable needs of 
postal service users or is one which 
would or is calculated to increase 
the use of service by any person 
or group or class of persons” (CAI 
emphasis added)

AND

With regard to what An Post deter-
mines to be ‘Paper Money’.
 
• “d) exchequer bills, bank post 
bills, bills of exchange, promissory 
notes, vouchers, cheques, credit 
notes which entitle the holder to 
money or goods and all orders 
and authorities for the payment of 
money, whether negotiable or not;

e) bonds, coupons, and securities 
for money, whether negotiable or 
not”
 
Which just about rules out any-
thing and everything!

AND
Did you know that:

• “Part VI Additional Charges” of 
the Schedule of Charges provides 

that there is a handling charge for 
delivering underpaid postcards, 
letters, large letters, packets and 
incoming cross border postal pack-
ets, and for delivering underpaid 
parcels

Yet the charges are not outlined 
anywhere in the Terms and Condi-
tions.

AND

• Condition E.6 (5) of the proposed 
SP T&Cs provides that in the event 
an addressee needs to collect an 
undelivered “Registered (Proof of 
Delivery)” postal packet”, he/she 
may do so “subject to payment of 
the Charges specified in the Sched-
ule of Charges”.

• “.............Where the postperson is 
unable to deliver for whatever  
reason a “Return to Sender” 
adhesive label is completed and 
attached to the Postal Packet prior 
to be (sic) returned” (emphasis 
added)

• “Underpaid Postal Packets shall 
on delivery, be subject to the 
Charges specified in the Sched-
ule of Charges or may be refused, 
detained, deferred, withheld, 
returned or disposed as prescribed 
under Section 47 of the 2011 Act.”

Try finding the charges.

AND – Last – but by no means 
least…….. In the case of underpaid 
postage and

• “Where the name of the sender 
cannot be ascertained from the 
cover of a Postal Packet or its 
contents, the Postal Packet may be 
retained under Section 47 of the 

2011 Act pending a claim from the 
sender or addressee. In the ab-
sence of any claim within 

(a) a period of one (1) month of 
receipt of the Postal Packet; or 

(b) three (3) months of posting the 
Postal Packet for delivery in the 
State; or 

(c) six (6) months of posting for a 
delivery outside the State, 

the Postal Packet may be disposed 
of by An Post.” (CAI emphasis 
added)

So, Dear Member, 

This is the case of An Post, 
whose letter volumes have 
fallen by 32% since 2007 and 
who are predicting further falls; 

An Post, from whom you are 
likely to see many further 
unacceptable and poor value 
increases - as has been the case 
in recent years;
An Post who appear to be 
focussed upon determinedly 
offering what is an equally 
increasingly poor level of ser-
vice for that money – but, with 
attitude!

I think you know what is  
required here.

Yours sincerely,

Dermott  Jewell
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Terms and conditions of the universal postal 
service: Single Piece and Bulk Mail 

Background 

This document presents the observations by the National Disability Authority on 
the  ComReg Consultation Document 15/37: “Terms and conditions of the 
universal postal service: Single Piece and Bulk Mail”   

Role of the National Disability Authority  
As the statutory body on disability matters, the National Disability Authority 
provides evidence based information and advice to Government on policy and 
practice relevant to the lives of persons with disabilities, and promotes 
excellence in Universal Design to the benefit of the wider population. 

The role of the National Disability Authority’s Centre for Excellence in Universal 
Design (CEUD) involves engagement with a wide range of stakeholders including 
industry, professional and educational bodies and standards bodies at national and 
international level.  

The National Disability Authority has contributed to the development of national 
standards for a Universal Design approach to customer engagement in the 
tourism services and energy sectors. It has produced multiple guidance 
documents on web accessibility and Universal Design for the web.  

As per instructions in Section 4.1 the National Disability Authority’s comments 
reference the relevant paragraph numbers from the document. 

Summary of comments 

The National Disability Authority’s comment below will focus on the main issues 
under discussion in the document, namely the obligations of an Post to publish 
the terms of conditions of the (1) single piece universal services and (2) bulk mail 
universal postal services.  In addition to this, An Post is also required to: 

 make the single piece universal postal services booklet containing the current 
Terms and Conditions and the Schedule of Charges readily available to postal 
service users at every post office; 
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 make printed copies of both sets of booklets containing the Terms and 
Conditions and the Schedule of Charges available to postal service users on 
request at no charge; 

 publish both sets of the Terms and Conditions on the An Post website, in a 
clear and prominent position with a clear link to them from the An Post’s 
‘home page’, www.anpost.ie;  

 publishing both sets of the Terms and Conditions and the Schedule of 
Charges in Iris Oifigiúil and to republish in Iris Oifigiúil. 

 

The National Disability Authority has supported the development of Irish 
standards on Universal Design for customer engagement for both the energy 
sector and tourism industry in Ireland.   

These are: 

 SWiFT 9:2012 "Universal Design for Energy Suppliers" 

 I.S. 373 "Universal Design for Customer Engagement in Tourism Services" 

 

These standards set out the specifications necessary to ensure that written, web, 
telephone and face to face communications are usable and accessible to the 
widest range of users possible, regardless of this age, size, ability or disability.  In 
addition, the National Disability Authority has published a series of “Universal 
Design for Customer Engagement Toolkits”.  Based on the specification 
contained n these standards, the National Disability Authority has published a 
series of Toolkits that show how these specifications can be met. 

 

The National Disability Authority recommends that the single piece universal 
postal services booklet containing the current Terms and Conditions and the 
Schedule of Charges to be made available in all Post Offices should comply with 
Clause 4.2 “Written Communication” of the specifications set out in the SWiFT 
9:2012 “Universal Design for Energy Suppliers” through following the guidance in 
the Universal Design for Written Communication Toolkit. 

 

The National disability Authority recommends that the online version of the 
Booklet also comply with Clause 4.4.1 “Web based communication” of the 
specifications set out in the SWiFT 9:2012 “Universal Design for Energy 
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Suppliers” through following the guidance in the Universal Design for Web 
CommunicationToolkit. 

 

Both Toolkits are available for download at http://universaldesign.ie/Products-
Services/Customer-Engagement-in-Energy-Services/ 

SWiFT 9:2012 "Universal Design for Energy Suppliers" is available to download at 
http://shop.standards.ie/nsai/ 

The National Disability Authority is available to both ComReg and An Post to 
advise on the steps necessary to ensure that the print and online versions of the 
Booklets will be accessible and usable to the widest range of people possible. 

  




