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Abstract There has been a notable decline in postal services offered by Designated Postal Operators (DPOs) globally.
The Designated Operator in Zambia, namely Zambia Postal services Corporation is no exception. This study proposed to
understand the status of ZAMPOST and how Information Communications Technology (ICTs) have impacted its operations
and activities. ZAMPOST is among the large entities in Zambia with its operations distributed across the entire country;
therefore a decline in services could lead to potential loss of revenue and potential job losses. The study adopted a mixed
methodology, which included qualitative and quantitative representation of questionnaires distributed among 273 randomly
selected respondents. These were distributed using online means and hardcopies. The use of online method of distribution
assured a wider reach of selected respondents. The data collected was analysed using excel and SPSS. Structured interviews
were also undertaken with key stakeholders such as ZAMPOST and ZICTA. The study revealed that critical services offered
by ZAMPOST have increasingly lost popularity as shown in the declining volumes of the services offered. The study further
revealed that ZAMPOST’s attempt at adopting ICTs in its service provision has the potential to improve its positioning on the
postal sector market in Zambia. The study also recommended critical services that could be integrated with ICTs to offer
versatile and efficient services.
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the line of rail as well as in Provincial and District centres
that are highly populated in order to generate profits. Core
services offered by the operators include mail and parcel
services. Other services offered by ZAMPOST include
Money transfer services, Post box rentals, transportation
services through the post bus and post boat as well as various
agency services through partnerships with stakeholders
such as the Road Transport and Safety agency (RTSA),
Professional Insurance and Workers compensation fund.

As of December 2021, the postal sector had one (1)
licensed public operator, ZAMPOST as well as thirty-five
(35) licensed private operators with licenses for the provision
of domestic, local and international services.

The global postal sector has recorded massive declines in
the main service, namely mail distribution. The United States
Postal Service report (2018) expressed that volumes for
first-Class Mail, generating approximately 40 percent of
total revenue and more than 50 percent of total contribution
in the fiscal year 2016 had declined significantly over the
years. The report stated that the portion of overall postal
revenues had fallen from over 60 percent in the late 1970s to
just 40 percent in 2016. [2]

The study focused on understanding the status of the

1. Introduction

The Postal sector provides postal and courier services
through the public and private postal operators. Postal
services as defined by the Zambia National Postal Policy
of 2021, is the transportation and delivery of letters, printed
matter, and mailed packages including acceptance,
collection, sorting and other ancillary functions while courier
services refer to any specialised postal service for the speedy
collection, dispatch, conveyance, handling, and delivery of
postal articles [1].

The postal sector in Zambia is comprised of the public
postal operator, the Zambia Postal Services Corporation
(ZAMPOST) and several private courier operators.
ZAMPOST, as the Country’s Designated Operator (DO) is
mandated to provide Universal Postal Services on behalf of
Government as an obligation by the Government to ensure
the provision of postal services to all citizens in Zambia.
ZAMPOST has the largest footprint with about one hundred
and forty-six (146) post offices spread across the country
while most private postal operators provide services along
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postal sector in Zambia and the impact that ICTs have had
on ZAMPOST. Findings from this study are expected
to recommend opportunities for integration of ICTs in



Science and Technology 2022, 12(1): 14-20 15

ZAMPOST to facilitate efficient operations and provision of
services.

2. Literature Review

2.1. Postal Sector History

The Postal Industry can be traced back through centuries
in history. Bellis, states that postal systems, which involved
the passing of messages from one person in one place to
another person in another place, started with the invention of
writing and may well have been one of the reasons writing
was invented. She further states that the first documented use
of a postal system occurred in Egypt about 2400 BCE, when
Pharaohs used couriers to send out decrees throughout the
territory of the state. [3]

In 1653, Frenchman Jean-Jacques Renouard de Villayer
established a postal system in Paris. He set up mailboxes and
delivered any letters placed in them if they used the postage
pre-paid envelopes that he sold. Bellis [3].The postal sector
provided a means for people to communicate with one
another across vast distances.

2.2. Postal Sector in Zambia

The postal sector in Zambia is comprised of the designated
Postal Operator, ZAMPOST and several private operators.
ZAMPOST holds a public licence while private postal
operators comprise of licence holders of local, domestic and
international licences.

Table 1. Licensed Operators in Zambia
. No. of Duration
S/N Type of License Operators (years)
1 Public Postal Operator License 1 25

International & Domestic
2 . . 18 5
Courier License

3 Domestic Courier License 14 5
4 Local Courier License 2 5
TOTAL 35

Most of these private postal operators provide services
along the line of rail as well as in Provincial and District
centres that are highly populated in order to generate profits.
ZAMPOST has the largest footprint with post offices spread
across the country. The Postal Services Act No. 22 of
2009 also defined the parameters of postal services offered
by operators by defining postal services as a reserved or
unreserved postal service. Reserved postal services as
defined by the Postal Act includes all letters, postcards,
printed matter, small parcels, and other postal articles subject
to the mass or size limitations set out in the Act [4]. Reserved
postal services also includes the issuing of postage stamps
and the provision of roadside collection and address boxes.
The Act further defines a letter as having a mass up to and
including 1 kilogram or size which fits into a rectangular
box with dimensions as follows; Length of 458mm, width of

324mm and thickness of 100mm [4].

Unreserved postal services which are open to all other
operators includes all letters, parcels, postcards, printed
matter, small parcels and other articles that fall outside the
ambit of reserved services and up to and including 30
kilograms. Unreserved postal services also includes courier
services. A courier service as defined by the Postal Act
means a service by which a document, letter, parcels, or any
article other than a telegram or an item under the reserved
service is conveyed from door to door without a postage
stamp [4].

The National ICT Policy of 2006 in its situational analysis
recognizes postal communication as one of the sub sectors in
Zambia’s ICT sector. The ICT Policy of 2006 points out that
the introduction of technologies such as Internet has
registered a downward trend on the letter-based system.
However, the policy further notes that the increased internet
usage contributes to e-commerce in the country and the
postal system can contribute significantly to e-commerce
penetration therefore a re-engineering of the sub-sector is
required to fit the new business environment [S]. Fifteen
years since the launch of the National ICT policy of 2006,
the postal sector business environment has changed even
further. The Government of the republic of Zambia through
the Ministry responsible for postal services developed and
launched the first National Postal Policy of 2021. The
Minister, then in the foreword of the postal policy stated
that the global and regional trends occurring in the postal
sector necessitate the need for Zambia to have in place a
National Postal Policy to transform it into a dynamic,
inclusive and competitive sector. He further states that the
Policy seeks to transform the sector from the traditional
paper and letter based one to a sector that embraces
Information Communication Technologies (ICTs) for
efficient and effective service delivery [1].

3. Methodology

This study adopted a combination of qualitative and
quantitative research methods. These methods are suitable
for this study to effectively analyse the sector and in
particular ZAMPOST and effects of ICTs.

In this study, primary data was obtained using
questionnaires that included both structured and
semi-structured questions administered to users of postal
services, ZAMPOST as the designated public postal operator
and selected private courier operators.

Semi structured questions to respondents, such as ‘request
for information on the various challenges experienced by the
users and suggestions on what could be done to improve
services’ helped in analysing possible solutions to the
identified challenges. Use of open-ended questions such as
the one shown in figure 1 facilitated for more information
which was necessary in this study, as it provided for varied
qualitative data that that supported the determination of
key services, that if adopted may improve the current postal
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operations.

What services would you like to see offered
by Zampost which they currently do not
offer

What services would you like to see offered
by private courier operators which they
currently do not offer

Figure 1. Example of semi structured question

Use of structured questions such as the one represented in
Figure 2 facilitated the analysis of quantitative data, which
helped to present a generalized view of the sector and postal
services from the perspectives of the respondents.

Section 2: Zampost
This sections aims to get your opinion of your experience or the experience you may have heard from others on the
operations of Zampost

1 | Rate your opinion of the Zampost services Poor Fair Not sure Good Very good
below. [tick the appropriate box 1 to 5)

1 2 3 4 5

Sending or receiving locel letters

Sending or receiving local parcels
Sending or receiving intarnztiona letters

Sending or receiving internetiona parcels

olale|o|ae

Sending or receiving money using Zampost

Swift cash

f | Sending or receiving money using Zampest
Western union

g | Sending or receiving money using Zampost
Money gram

Post bus services

h | Freight and forwarding services
i
J

Paying for road tax

k | Paying for motor vehicle insurance

Figure 2. Example of structured question

The questionnaires to customers were distributed in
various forms including hardcopies to randomly selected
respondents who have had direct interaction with the Postal
sector or are aware of others’ experience with the Postal
sector. Online means of distribution were also employed
through google forms, WhatsApp messages and emails. The
online platform facilitated responses from a wider array of
respondents to include those in various parts of the country
as the questionnaires where easily sharable from one person
to another and from one group to another.

Random selection of respondents was used with the guide
that the respondent needed to have had direct or indirect
exposure to postal services in Zambia. An assumption
was made that postal services are similar in all provinces
across the country. The selection of the study population
was based on the adult population for the country. The full
population size used was 16,405,229 based on the 2016
Zambia Population with an estimated 45.4% of population to
be below 15 years, leaving the adult population of 8,957,256
to be used for the study sample size calculation [23].

The study also used structured interviews to relevant
personnel at Zambia Information and Communications
Technology Authority (ZICTA), the regulator of postal
services as well as the Ministry in charge of the postal sector.
Information obtained from ZICTA informed the researcher

on the regulatory challenges being experienced in the current
postal sector landscape as well as measures that could be
employed to support a competitive sector. Interviews with
the Ministry in charge of the postal sector provided useful
information on the Policy direction intended to improve the
current postal sector operations and services. For the
respondents from ZAMPOST, ZICTA and the Ministry
purposive sampling was used to ensure that the respondents
had the necessary experience in the institution to provide
accurate information.

The study considered secondary data obtained from
various documents, which included policy documents,
articles, books, and publications. The secondary data
evaluated provided for wider perspective on the effect of
ICTs on the International Postal sector. Key publications
from international bodies such as the Information and
Telecommunication Union (ITU) and the Universal Postal
Union (UPU) provided insight into how these international
bodies are collaborating in ensuring the development of both
the ICT and Postal sectors. The data from both primary and
secondary sources provided useful information on how the
sector practically operates and the various facets that make
up the sector.

The data collected from the questionnaires was analysed
using the Statistical Package for Social Scientists (SPSS)
and presented in graphical form such as pie charts and bar
charts. This provided for easier interpretation of the data as
the graphs gave a pictorial analysis of the respondents’
responses. Inference was also made during analysis to
some of the varied opinions expressed by respondents in the
open-ended questions. This was supported by the conceptual
framework developed for purpose of determining the impact
which integration of ICTs or the lack of integration of ICTs
can have on the postal sector and ZAMPOST in particular.

Lack Integration of ICTs
in the postal sector —

operations and services

Integration of ICTs in the
postal sector — operations

and services

|

POSTAL
SECTOR -
ZAMPOST

|

|

POSTAL
SECTOR -
ZAMPOST

|

» Poor quality of services
» Loss of revenue

* Job losses

« Improved services
» Efficient operations
 Increased revenue

e Job creation

Figure 3. Conceptual framework

4. Findings

The findings from this study, which was undertaken using
the mixed methods methodology, will be shown in two parts,
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i.e. in the first part to understand the status of ZAMPOST
and in the second part to understand how ICTs have
impacted ZAMPOST and the opportunities that exist to
promote efficiency in its operations and provision of
services.

4.1. Services

4.1.1. Global postal market

This figure below presents the results of market share
estimates from a sample of 86 countries over the 2018-2020
period. This was as reported in the UPU Postal Economic
Outlook of 2021.

The study revealed that DOs dominate the global market
share on letters while the Non DOs held a larger market share
on express mail service and parcel service.

Letrers DR
express (SSRGS
parcels _

0 20 40 60 80 100

B Non DOs mDOs

Figure 4. Global postal market share

4.1.2. Mail Services in Zambia

The study findings revealed that respondents preferred
using private operators for the provision of mail services.
The figure below shows that the private operators scored
higher against ZAMPOST across the ratings of ‘fair’, ‘good’
and ‘very good’. Indicating that 66.3% of the total
respondents preferred private operators against 63.3% using
ZAMPOST.
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Figure 5. Mail services

4.1.3. Parcels services in Zambia

The study findings revealed that respondents preferred
using private operators for the provision of parcel services.

The figure below shows that the private operators
scored higher against ZAMPOST across the ratings of ‘fair’,
‘good’ and ‘very good’. Indicating that 90.1% of the total
respondents preferred private operators against 70.3% using
ZAMPOST.
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Figure 6. Parcel services

4.1.4. Freight and Forwarding

The figure below shows that the private operators scored
higher against ZAMPOST across the ratings of ‘fair’, ‘good’
and ‘very good’. Indicating that 67% of the total respondents
preferred private operators against 38% using ZAMPOST.
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Figure 7. Freight and Forwarding
4.2. Information Communications Technology

4.2.1. Cost of Mobile Phones Against Physical Mail

316 11
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Figure 8. Cost of using a phone against mails

The study revealed that respondents when asked if using a
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phone for communication was cheaper than sending physical
mail, the mobile phone was considered cheaper as compared
to sending physical mail.

4.2.2. Analysis on Reliability

The study revealed that respondents regarded phones as
a much more reliable form of communication, with emails
following close behind. While letters were rated very low, as
can be seen in the figure below.

M Letters

o,
emails
Phones

Figure 9. Reliability of ICT platforms against mails

International courier services showed the highest revenue
share followed by domestic courier services. Traditional
postal services offered by the public postal operator shows
the lowest revenue share. This is clear that courier business is
the service most sought after while the traditional postal
services, which ZAMPOST is associated with, has become
less and less popular. It there for stands to reason that the
courier business being a more dominant service must also be
the main focus of the public postal operator if they are to
compete favorably on the market. However, it must be noted
that the purpose of a designated public postal operator is to
carter for all citizens regardless of location. Meaning even
in areas that are potentially loss making still deserve the
services as a universal obligation by government. Figure 7
shows the market share for International and Domestic
courier as well as Traditional postal services. As can be seen
from the chart, international courier holds the largest share at
48% while Domestic courier is 32%, leaving the traditional
postal services, these being general mail and postcards the
lowest at 20%,

1 International
courier

Domestic courier

Traditional postal

Figure 10. Market share on courier against traditional postal services

5. Discussion of Results

The study was able to determine the status of ZAMPOST
and found that there has been a reduction in the revenue
generated from a number of critical services namely mails,
parcels, freight and forwarding as well as money transfer
services. In comparison with the global postal sector
Designated Operators, it shows that ZAMPOST has lost its
monopoly on the mail service, previously a preserve of
ZAMPOST. The study further revealed that private operators
are still enjoying a larger market share on parcel service as
compared to ZAMPOST. This can be attributed to the fact
that ZAMPOST being a state-owned enterprise has limited
autonomy that may allow it to be versatile in improving on
the services offered. Further, the reduction in money transfer
services can be attributed to the various money transfer
services that have come on to the market using mobile-based
platforms. ZAMPOST’s failure to adopt mobile platforms
and agent booths for money transfer services has made
ZAMPOST to lag behind. Swift cash previously the earliest
mode of money transfer in Zambia is now competing with
the Mobile Network Operators who are offering convenient
options.

The study also revealed that e-commerce has increased the
need for courier services on the market for the distribution of
parcels both locally and internationally. This can also be
attributed to the advent of the COVID 19 pandemic, which
caused customers, in a bid, adhere to COVID restrictions, to
increase online purchase of goods providing an opportunity
for the courier operators who already have a greater market
share on parcel post. ZAMPOST needs to improve in the
parcel post if it is to benefit from the increased use of
electronic platforms for purchase of goods. ZAMPOST’s lag
in the provision of parcel services can be attributed to its lack
of electronic systems to efficiently track parcels. Further,
a lack of fleet to support the timely delivery of parcels
has a negative effect on ZAMPOST. This disadvantage
ZAMPOST from entering into partnerships with other
sectors to provide courier services such as the Health sector
who may require a time bound distribution of parcels.

5.1. Interventions under Consideration by ZAMPOST

Despite the grim outlook, the study revealed that there
are opportunities for ZAMPOST to align and adopt ICTs,
which if implemented effectively could provide a shift in
the positioning of ZAMPOST on the postal sector market
in Zambia. Findings from the study also showed that
ZAMPOST is already considering initiatives intended to
transform its operations. These include;

5.1.1. Digital Transformation Centres

ZAMPOST is collaborating with relevant stakeholders to
introduce Digital Transformation Centres (DTCs) in every
post office. If implemented successfully this will take
electronic services, including electronic government services
to various parts of the country that currently have limited
access to such services. The wide footprint of the ZAMPOST
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would facilitate wider coverage and competitive advantage
as the main distributor of electronic services in unserved and
underserved parts of the country.

5.1.2. Agency Banking Platform

Through the installation of an agency-banking platform,
ZAMPOST can propel digital financial inclusion to various
locations in the country where large a number of the
population remain unbanked.

5.1.3. Mobile Money Service (eWallet)

ZAMPOST currently offers money transfer services
through swift cash, money gram and western union.
However, these systems are reliant on physical presence.
This is not very convenient especially with the competition
from mobile money payment systems. Therefore,
introduction of an electronic wallet that can be accessed from
any available mobile network will provide versatility for
consumers as well as introduce new markets.

5.2. Other Proposed Interventions

Apart from the initiatives that ZAMPOST is currently
implementing, the study also revealed the following
initiatives that should be considered in order to mitigate the
identified challenges;

5.2.1. Postal Management System

Automation of postal services and operations will give
value addition to customers. This will also reduce on the
ques in the post office as well as improve efficiency.

5.2.2. Use of Application Software

Use application software (Apps) for services such as the
post bus and the post boat can improve the efficiency of these
services. For example, an app that allows the customer to
book and procure a ticket online will improve the quality of
service and allow more customers to use the service because
of the convenience unlike the prevailing situation where a
customer needs to go to a physical location to procure
tickets.

5.2.3. Research and Innovation

The study has shown that the postal sector is one of the
most versatile industries for the adoption of technology.
Therefore, continuous research and innovation will ensure
that services and the operations of the sector are continually
evolving. ZAMPOST must dedicate resources to research
and innovation in order to be competitive.

Further, ZAMPOST integration with already existing
online platforms such as the Government Service Bus
(GSB), would provide the opportunity to have a much
larger electronic footprint allowing customers access to

ZAMPOST services online from various parts of the country.

Government through the GSB is offering various services
online including payment of road tax and motor vehicle
insurance, which ZAMPOST currently offers as one of its

agency services. With increasing adoption of ICTs, there will
be less need for customers to physically go to a post office
for services that can be obtained online. Therefore, these key
findings of the study reveal the urgent need for ZAMPOST
to adopt and adapt to the changing landscape with increased
use of ICTs.

The study revealed that a phased approach in integrating
ICTs in critical areas of ZAMPOST operations and services
could improve efficiency and effectiveness in service
delivery. This includes use of applications that can provide
convenience and ease of access to services. Further,
introduction of value-added services on traditional services
such as use of online ticketing system for the post bus and
post boat as opposed to physical procurement will introduce
new markets and encourage customers to utilize ZAMPOST
more. This proposal is further depicted in the matrix below;

Enhanced efficiency
and value addition

Competitive advantage
services

- Digital transformation Centres
- Agency banking
- Postal management system

1

Address new market trends

Build mobile apps
for greater user

- eWallet (Mobile money) benefit
- App based services — electronic

booking and ticketing for buses

L 4

Benchmark and create

Research and Innovation strategic partnerships for

continued improvement
- Partner with E-Government P

Division.

- Bring on more agency services
that are not accessible in far
flung areas

Figure 11. Priority matrix

6. Conclusions and Recommendations

The study was conducted to understand the impact of ICTs
on the postal sector in Zambia with a focus on ZAMPOST,
the designated public postal operator. The findings revealed
that a number of services had been affected in preference to
the convenience of ICTs. However, the study also revealed
how ICTs can support and improve ZAMPOST operations
and services.

The study further revealed that with the influx of service
providers in the courier space in Zambia using various forms
of delivery, the normal brick and mortar structure is no
longer as adequate as it used to be as the focus has shifted to
which operator is able to efficiently support the courier eco
system. Therefore, ZAMPOST while maintaining its role to
provide universal services in Zambia by law must also
re-establish itself in the courier space in order to compete
favourably with players on the market. To this effect, it is
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recommended that ZAMPOST expand its operations on the
parcel service through integration with other online markets
as it is expected that the boom in e-commerce service will
continue growing. Therefore, this is a great opportunity for
ZAMPOST to be an active player on the market with an
advantage of having the largest footprint in the country.

There is also need for the Ministry responsible for
the postal sector and the sector regulator ZICTA to review
policies and legal frameworks that guide the implementation
of the universal services obligation in the postal sector.
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