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Introduction 

 

ANACOM has been conducting surveys on the use of postal services by Portugal's 

residential population, once every two years, with the purpose of assessing levels of 

usage and user perception as to the quality of postal services.  

 

The present survey on the use of postal services was carried out in November and 

December 2014. A summary of the methodology used is provided in annex. 

 

Some of the results of this Survey are presented below1. In addition to this brief summary, 

a table of all the questions is provided. 

 

I. Summary 

 

 During 2014, 52 percent of all individuals in Portugal used permanent post offices. In 

terms of user numbers, declines were reported for all points of access to the network 

versus 2012. 

 

Users of post offices and postal agencies mostly used branches located in their area 

of residence (89.6 percent). 

 

"Sending / receiving registered mail" was the service most used (41.6 percent) by 

users of post offices or postal agencies during 2014, followed by ''Sending / 

receiving parcels'' and "sending correspondence (non-priority, priority, pre-paid or 

express)".  

 

Average waiting time, as perceived by users of post offices and postal agencies, 

was around 14 and 13 minutes respectively, increasing by around 1 minute versus 

2012. 

 

 The main mail services used were sending correspondence (27 percent), sending 

parcels (13 percent) and express mail (2 percent). The majority of correspondence 

and parcels sent by private individuals in 2014 were sent to other private individuals. 

                                                           

1 All statements in this report about the behaviour of users of postal services are based on the responses given to the 
survey; as such, it is possible that these results are influenced by errors resulting from non-representative responses. 
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Companies made up a significant percentage of recipients only in the case of 

registered mail. 

 

Use of postal services continues to see an overall and highly significant decline. 

 

On a scale of 1 to 10, the average level of satisfaction was reported between 7.8 

and 8.3, depending on the service in question. User satisfaction fell for all services 

between 2012 and 2014. 

 

''Inviolability of correspondence'' is the factor deriving the most satisfaction among 

customers of the various postal services, followed by ''fulfilment of advertised 

delivery deadlines'', with ''price'' giving the least satisfaction. As far as the parcel 

service is concerned "mail delivered without damage" and ''inviolability of 

correspondence'' are the factors providing most satisfaction. 

 

 Average satisfaction with the regularity of post delivery is reported at 8.4 on a scale 

of 1 (dissatisfied) to 10 (very satisfied) - below the value reported for 2012 (8.6). 

 

 More than half of the individuals who made online purchases indicated that at least 

one physical delivery was made at their home or workplace by CTT (50.5 percent) or 

by another provider of postal services (17.3 percent). Around 20.4 percent reported 

making online purchases that did not entail physical delivery (tickets to shows, e-

books, etc.) and 24.2 percent of individuals collected their deliveries at postal 

establishments.  

 

In recent years, a trend has been seen involving the substitution of traditional means 

of billing by electronic billing, a phenomenon which has had a negative impact on 

postal traffic volume. Among respondents who reported using the Internet, around 

19 percent reported using electronic billing services in 2014. 

 

 The respondents surveyed expressed satisfaction with respect to the general 

evolution of postal services during 2014, with a decline reported in the most extreme 

assessments (negative and positive extremes). 
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II. Use of post offices and postal agencies 

 

During 2014, 52 percent of all individuals in Portugal used permanent post offices. 

The remaining users used mobile post offices and postal agencies. Around 42 of those 

surveyed did not use the postal network. 

 

In terms of user numbers, declines were reported for all points of access to the network. 

 

Graph 1 - Percentage of users of network providing service to public 

 

Unit: % 

Source: ICP-ANACOM, Survey on the use of postal services, December 2010, 2012 and 2014 

Base: Individuals aged 15 years or older (excludes non-responses) 

Note 1: Estimates: (#) Unreliable estimate; (*) Acceptable estimate; (no symbol) Reliable estimate.2 
Note 2: Multiple choice question 
Note 3: An upward pointing arrow signals a statistically significant increase between t-1 and t, and a downward pointing 

arrow signals a statistically significant decline.3 

 

 

Users of post offices and postal agencies mostly used branches located in their area of 

residence (89.6 percent), and to a lesser extent branches located near their workplace 

(5.5 percent) and in the district nearest their area of residence (4.7 percent). 

 

 

 

 

                                                           

2 The coefficient of variation is considered as an indicator for evaluating the sampling error, based on the variance of 
the ''proportion'' or ''average'' estimator (as appropriate) of a simple random sample. The following classification was 
used: reliable estimate when the variation coefficient of is under 10 percent; acceptable estimate when the variation 
coefficient is above or equal to 10 percent and under 25 percent; unreliable estimate when the variation coefficient is 
above or equal to 25 percent. 

3 A statistical test was used of the difference between two proportions for large and independent samples with a confidence 
level of 95 percent.  
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Services used in post offices and postal agencies 

 

“Sending / receiving registered mail” was the service most used (41.6 percent) by users 

of post offices or postal agencies during 2014, followed by ''sending / receiving parcels'' 

and "sending correspondence (non-priority, priority, pre-paid or express)”. In addition to 

traditional postal services, a significant portion of those surveyed cited payments and 

money transfers (payment of services/taxes/road tolls; postal orders and transfers; mobile 

phone account top-ups) among the most frequently used services. 

  

Table 1 – Use of certain services provided in post offices and postal agencies 

 Use 

Sending/receipt of registered mail 41.6 

Sending/receipt of parcels 32.1 

Sending correspondence (non-priority, priority, prepaid , express) 31.2 

Payment of services/taxes 26.8 

Postal orders and money transfer (includes receipt of pensions) 14.7  

Mobile phone account top-ups 8.2 * 

Sale of stamps 7.2 * 

Road tolls 3.7 * 

Sale of books, post cards, CDs, DVDs, games or other objects 2.5 * 

Sale of envelopes / padded parcel envelope 2.4 * 

Financial products (includes saving certificates, pension plans, investment 
funds, assurance funds…) 

2.2 * 

Sending telegrams # 

Unit: % 

Source: ICP-ANACOM, Survey on the use of postal services, December 2014 

Base: Individuals aged 15 years or older using post offices or postal agencies 

Note 1: Estimates: (#) Unreliable estimate; (*) Acceptable estimate; (no symbol) Reliable estimate. 
Note 2: Multiple choice question with option of choosing additional responses. 

 

 

It is currently possible to acquire a wide range of goods and services at post offices. 

However, respondents reveal a lack of awareness about the availability of less traditional 

services: for example, 88 percent of post office and postal agency users did not know 

about the sale of "lotteries" or "insurance" and around 95 percent of users were unaware 

of the possibility of purchasing transport tickets. Users are also largely unaware of the 

following services: "SIGA service", "certification of photocopies", "Internet access" and 

"requesting waiver of reduced fees in SNS access”. 
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Average waiting time  

 

Average waiting time, as perceived by users of post offices and postal agencies, was 

around 14 and 13 minutes respectively, increasing by around 2 minute versus 2012. 

 

Graph 2 – Waiting time at post office and postal agencies 

 

Unit: minutes 

Source: ICP-ANACOM, Survey on the use of postal services, December 2010, 2012 and 2014 

Base: Individuals aged 15 or over depending on most commonly used branch (excludes non-responses) 

Note 1: Margin of error less than 1 minute in post offices and less than 2 minutes in postal agencies 
Note 2: An upward pointing arrow signals a statistically significant increase between t-1 and t, and a downward pointing 
arrow signals a statistically significant decline. 

 

Statistically significant increases have been reported in waiting times for the first time 

since 2010. 

 

 

User satisfaction with services provided 

 

"Mail delivered without damage" and “performance of counter staff” were the factors giving 

rise to highest levels of satisfaction among users of post offices and postal agencies 

during 2014 (average of 8.6 and 8.5, respectively). Meanwhile, ''accessibility for people 

with special needs'' and "waiting time" generated the lowest levels of satisfaction (average 

of 8 and 8.1 respectively).  

 

"Efficiency in delivering mail" and "performance of counter staff" are the two aspects which 

have most impacted perceived quality (average of 9.4 in both cases), followed by 

"efficiency in the delivery of mail" (9.39) and working hours (9.38).  
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Graph 3 – Evaluation of the most important aspects and satisfaction at post offices and postal 

agencies 

 

Unit: Scale 1 (unimportant / dissatisfied) to 10 (unimportant / satisfied) 

Source: ICP-ANACOM, Survey on the use of postal services, December 2014 

Base: Individuals aged 15 years or older using post offices or postal agencies (excludes non-responses) 

Note: The absolute margins of error in the averages on a scale of 1 to 10 do not exceed 0.1 absolute points in the 
evaluation of importance and in evaluation of satisfaction. 

 

 
 

III. Use of postal services – sending mail 

 

The main mail services used were sending correspondence (27 percent), sending parcels 

(13 percent) and express mail (2 percent). Use of different postal services continues to 

see an overall and statistically significant decline. 

 

 

Table 2 – Usage of certain postal services 

 2010 2012 2014 

Correspondence 70 50  27  

 Correio normal (non-priority mail) 45 36  18  

 Correio azul (priority mail) 51 29   14   

 Correio verde (pre-paid mail) 15 8  2 *  

 Registered mail 42  29  13  

Parcels 26 18  13  

Express service 23 6 *  2 *  

None of these postal services 25 45  70  

Unit: % 

Source: ICP-ANACOM, Survey on the use of postal services, December 2010, 2012 and 2014 

Base: Individuals aged 15 or over 

Note 1: Estimates: (#) Unreliable estimate; (*) Acceptable estimate; (no symbol) Reliable estimate. 
Note 2: An upward pointing arrow signals a statistically significant increase between t-1 and t, and a downward pointing 
arrow signals a statistically significant decline. 
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Destination of sent correspondence and parcels 

 

The majority of correspondence and parcels sent by private individuals in 2014 were sent 

to other private individuals. Companies made up a significant percentage of recipients 

only in the case of registered mail (27 percent). 

 

Graph 4 – Destination of majority of sent mail 

 

Unit: % 

Source: ICP-ANACOM, Survey on the use of postal services, December 2014 

Base: Individuals aged 15 or over using respective postal services 

Note 1: Estimates: (#) Unreliable estimate; (*) Acceptable estimate; (no symbol) Reliable estimate. 
Note 2: An upward pointing arrow signals a statistically significant increase between 2012 and 2014, and a downward 
pointing arrow signals a statistically significant decline. 

 

 

 

User satisfaction with provided services 

 

On a scale of 1 to 10, the average level of satisfaction was reported between 7.8 in the 

case of Correio verde (pre-paid mail) and 8.3 in the case of Correio normal (non-priority 

mail). User satisfaction fell for all services between 2012 and 2014. In 2012, only priority 

mail saw a statistically significant decline in the level of satisfaction. 
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Table 3 – Average satisfaction with provided services 

  2010 2012 2014 

C
o

rr
e

s
p
o

n

d
e

n
c
e
 

 Correio normal (non-priority mail) 8.2 8.3 8,2 

 Correio azul (priority mail) 8.8  8.5  8,1  

 Correio verde (pre-paid mail) 8.5 8.5 7,8  

Registered mail 8.7 8.4 8,1  

Parcels (in 2012 up to 10 kg) 8,3 8.4 8.0  

Express service 8,6 8.4 8.1 

Unit: % 

Source: ICP-ANACOM, Survey on the use of postal services, December 2010, 2012 and 2014 

Base: .Individuals aged 15 or over using respective postal services (excludes non-responses) 

Note 1: The absolute margins of error in the averages on a scale of 1 to 10 do not exceed 0.38 absolute points. 
Note 2: An upward pointing arrow signals a statistically significant increase between t-1 and t, and a downward pointing 
arrow signals a statistically significant decline. 

 

 

In all postal services under analysis, ''inviolability of correspondence'' is the factor deriving 

the most satisfaction among customers, followed by ''fulfilment of advertised delivery 

deadlines'', with ''price'' giving the least satisfaction. As far as the parcel service is 

concerned "mail delivered without damage" and ''inviolability of correspondence'' are the 

factors providing most satisfaction (with the same average level). 

 

 

Graph 5 – Average level of satisfaction with postal services according to different aspects 

 

Unit: Scale 1 (very dissatisfied) to 10 (very satisfied)  

Source: ICP-ANACOM, Survey on the use of postal services, December 2014 

Base: Individuals aged 15 or over using respective postal services (excludes non-responses) 

Note: Estimates: (#) Unreliable estimate; (*) Acceptable estimate; (no symbol) Reliable estimate.  
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IV. Use of postal services – receipt of mail 

 

Individuals surveyed received an estimated 5 items of correspondence and around 2 

parcels4 during the month of October 2014. 

 

 

Location for receiving mail 

 

Most correspondence items and parcels were received at home (99 and 77 percent 

respectively).  

 

Differences were reported with respect to actual vs. desired location for receipt of parcels. 

Customers receiving parcels at post offices wanted to receive parcels at home and not at 

post offices.  

 

Graph 6 – Actual and desired location for receiving correspondence and parcels 

 

Unit: %.  

Source: ICP-ANACOM, Survey on the use of postal services, December 2014 

Base: Individuals aged 15 or over who received correspondence or parcels in their own name during 2014 

Note: Estimates: (#) Unreliable estimate; (*) Acceptable estimate; (no symbol) Reliable estimate. 

 

 

 

 

 

 

                                                           

4 Average number of items of correspondence and parcels interviewee estimates having received.  
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Delivery frequency 

 

Around 87 percent of those surveyed and receiving correspondence or parcels have the 

perception that post is delivered in the area of their residence on a daily basis. 

 

Around 3 percent said that distribution should take place more than once per day and 

around 13 percent considered that, in accordance with their needs, the frequency of 

deliveries in their area of residence could be reduced (once every two days or less 

frequent).  

 

Average satisfaction with the regularity of post delivery is reported at 8.4 on a scale of 1 

(dissatisfied) to 10 (very satisfied) - below the value reported for 2012 (8.6). 

 

 

Receipt of post, e-commerce and electronic billing 

 

The survey also reveals that 58.5 percent of individual Internet users aged 15 or over 

made no online purchases or orders during 2014. Only 22.7 percent reported making 

purchases online. 

 

Graph 7 – Number of online purchase made over last 13 months 

 

Unit: Source: ICP-ANACOM, Survey on the use of postal services, December 2014 

Base: Individuals who used the Internet in last 12 months. 

Note: Estimates: (#) Unreliable estimate; (*) Acceptable estimate; (no symbol) Reliable estimate. 
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More than half of the individuals who made purchases online indicated that at least one 

physical delivery was made at their home or workplace by CTT (50.5 percent) or by 

another provider of postal services (17.3 percent). Around 20.4 percent reported making 

online purchases that did not entail physical delivery (tickets to shows, e-books, etc.) and 

24.2 percent of individuals collected their deliveries at postal establishments. 

 

 

Graph 8 – Means of delivery of online purchases  

 

Source: ICP-ANACOM, Survey on the use of postal services, December 2014 

Base: Individuals who made an online purchase (not including non-responses) 

Note 1: Estimates: (#) Unreliable estimate; (*) Acceptable estimate; (no symbol) Reliable estimate. 
Note 2: Multiple choice question 

 

In recent years, a trend has been seen involving the substitution of traditional means of 

billing by electronic billing, a phenomenon which has had a negative impact on postal 

traffic volume. Among respondents who reported using the Internet, around 19 percent 

reported using electronic billing services in 2014. 

 

Meanwhile, 34 percent of Internet users are aware of CTT's electronic mail box service 

(ViaCTT). Of these, around 16 percent have signed up to this means of receiving mail in 

digital format. 
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V. Evolution of postal services in 2014 

 

Respondents expressed satisfaction with respect to the general evolution of postal 

services during 2014, with a decline reported in the most extreme assessments (negative 

and positive extremes). 

 

Compared to recent years, a decline is reported in the number of respondents who gave a 

negative evaluation (up to 6 points) and a highly positive evaluation (9 or 10 points), while 

the number of respondents giving a medium positive evaluation (7 or 8 points) increased. 

 

 

Graph 9 – Evaluation of the evolution of postal services 

 

Unit: %.  

Source: ICP-ANACOM, Survey on the Use of Postal Services, December 2010, 2012 and 2014 

Base: Individuals aged 15 years or older (excludes non-responses) 

Note 1: Estimates: (#) Unreliable estimate; (*) Acceptable estimate; (no symbol) Reliable estimate. 
Note 2: An upward pointing arrow signals a statistically significant increase between 2012 and 2014, and a downward 
pointing arrow signals a statistically significant decline. 
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Annex - Notes on methodology 

 

The universe defined for the Survey on the Use of Postal Services was made up of 

individuals aged 15 years old or older, residing in Mainland Portugal or in the Autonomous 

Regions of Madeira or the Azores. In order to select the interviewees, the quota method 

was used with a view to gender, age, education level and professional occupation, while 

dwellings were previously selected by region and family size. 

 

The table below details the characteristics of those surveyed and referenced in the body 

of this report: 

  

 
Associated 

company 

Survey  

method 
Fieldwork Sample size 

Maximum  

margin of  

error (1) 

Dec. 2014 Nielsen 
Telephone 

(CATI) 

3 Nov to 3 

Dec 2014 

1,340 

interviews 
2.68 

Dec. 2012 GFK-Metris 
Telephone 

(CATI) 

8 Nov to 15 

Dec 2012 

1,374 

interviews 
2.64 

Dec. 2010 
TNS-

Euroteste 

Telephone 

(CATI) 

22 Nov to 22 

Dec 2010 

1,342 

interviews 
2.68 

(1) Absolute error margin or absolute precision (semi-range of a 95 percent confidence interval for a proportion) for 

questions directed at entire sample. 

 

The results were rebalanced for the universe of individuals using weighting factors. The 

weighting factor was created in order to ensure that results reflected the socio-

demographic structure of the Portuguese population aged 15 years old or over residing in 

the private households in Portugal. This process was based on the Census most recently 

conducted by INE (Statistics Portugal) prior to the fieldwork being performed. 


