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Foreword

ISO (the International Organization for Standardization) is a worldwide federation of national standards
bodies (ISO member bodies). The work of preparing International Standards is normally carried out
through ISO technical committees. Each member body interested in a subject for which a technical
committee has been established has the right to be represented on that committee. International
organizations, governmental and non-governmental, in liaison with ISO, also take part in the work.
ISO collaborates closely with the International Electrotechnical Commission (IEC) on all matters of
electrotechnical standardization.

The preecedures—tsed—to—developth ment-and-these—ntendedfor-its—further-maintenance are
described in the ISO/IEC Directives, Part 1. In particular, the different approval criteria‘needed for the
different types of ISO documents should be noted. This document was drafted in acéordapce with the
editdrial rules of the ISO/IEC Directives, Part 2 (see www.iso.org/directives).

Attention is drawn to the possibility that some of the elements of this document may be the subject of
patent rights. ISO shall not be held responsible for identifying any or all su¢h-patent rights. Details of
any patent rights identified during the development of the document willbe in the Introdu¢tion and/or
on tHe ISO list of patent declarations received (see www.iso.org/patents);

Any trade name used in this document is information given for the'éonvenience of users gnd does not
consfitute an endorsement.

For an explanation of the voluntary nature of standards; the meaning of ISO specifi¢ terms and
exprgssions related to conformity assessment, as well ‘as’information about ISO's adhefence to the
World Trade Organization (WTO) principles in the Techinical Barriers to Trade (TBT) see wiww.iso.org/
iso/fpreword.html.

This| document was prepared by Project Committee ISO/PC 315, Indirect, temperature-controlled
refrigerated delivery services — land transport,of parcels with intermediate transfer.

Any feedback or questions on this documrent should be directed to the user’s national standprds body. A
complete listing of these bodies can e found at www.iso.org/members.html.
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Introduction

0.1 Why develop this document?

In recent years there has been a growth in temperature-controlled refrigerated delivery services in
response to the growing need to deliver temperature-sensitive goods in the form of chilled parcels
and frozen parcels. Such temperature-controlled refrigerated delivery services have been modelled on
typical postal and distribution services to support the development of e-commerce.

These specific types of temperature-controlled refrigerated delivery services can contribute to the

ability of loc

al food producers to expand their businesses and increase their sales channels

Temperatur
parcels and
global trend
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There is an
Therefore, {
standards 4
transported
food safety
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e-controlled refrigerated delivery services can provide an affordable option to seid,cl
frozen parcels without the need to add cooling materials inside them. As a result g
towards more online trading for food industries, a number of countries haye start
emperature-controlled refrigerated delivery services of this nature.

expectation for further growth of refrigerated delivery services across more coun
here is a recognised need for the refrigerated delivery serviges-to develop indi
nd good practice in this area. However, because of the temperature sensitivity o
goods and the specific rules for food safety, there is a need tolbécognise a lack in exi
br refrigerated transport standards to cover the specificitiesf this new activity.

re the aims of this document?

ent sets out the requirements for refrigerated delivery service providers in order to imy
and consistency of their refrigerated delivery<{services for both receiving refrigei
sending them through the refrigerated delivery service.

this document aims to be a guideline for refrigerated delivery service providers to su
afety through a total control of the'celd chain while the refrigerated parcel is i
fthe refrigerated delivery service provider.

tion that the refrigerated delivery service provider is required to give the delivery se
n this document (see Clause 4).could help the delivery service user to make a more info
selecting a temperature-controlled refrigerated delivery service and could improve oy
ust in using such refrigerated delivery services.

service does this@decument target?

| delivery service users may choose service temperature ranges from among refrige

provided by, and the processes for, temperature control within the refrigerated del
ed. The-eXact temperature ranges of the refrigerated delivery service offered and the t
ns foxthe different temperature range of refrigerated transported parcels are decidg
\ted delivery service provider. Temperatures, terms and conditions may differ dependil
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brs that are sditable for their shipments. The requirements within this document focus on
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ed by
g on

the country

Tt wihich the TefTigerated detivery Service 15 operating and therefore are not Cove

red.

The scope of this document covers the carriage of individual parcels by refrigerated delivery services
and the temperature of the goods can be associated with the temperature of the parcel’s environment.
This document's requirements focus on the temperature control of the service, rather than the
temperature of the goods themselves. Therefore, it is not necessary to open each refrigerated parcel to
monitor the temperature of the goods.

Certain refrigerated delivery services might need to apply some additional requirements that fall
outside of this document (these might include temperature measuring of the refrigerated parcels
themselves - see also 0.4) but in such instances it is the responsibility of the refrigerated delivery
service provider to find out what these are and implement them as appropriate.
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0.4 How does this document affect refrigerated delivery service providers specifically providing
indirect refrigerated delivery services for food?

Some products might fall under local legislation, therefore attention is drawn to the need for refrigerated
delivery service providers to be aware of relevant rules and requirements (for example, food safety).
It is important to note that this document covers refrigerated delivery services of refrigerated goods
which are not specific, or exclusive for food products. However, in this case the absence of cross-
contamination should be verified as soon as other refrigerated goods are loaded alongside food within
the refrigerated delivery service provider network.

It is also acknowledged that different countries might also have different legal definitions for either
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erature or type of chilled and frozen food or food products. Precise temperatures, for
n transport have not been defined within its requirements, and, where applicable; a
drawn to the need to refer to any relevant legislation.

ces for temperature-sensitive or refrigerated food, relevant goverfiment departn
Fiations and professional bodies within the country of business can(ofiten be consulte

ces for food within that particular jurisdiction. Perishable foodstuffs can be a
tive area, and it might be useful to consult a document such ds the United Nations ATP
\greement on the International Carriage of Perishable Fdodstuffs and on the Specia
Used for such Carriagel8], which has been developed.and adopted by a number of ¢

ces. The Codex Alimentarius (the “Food Code”), which-was established by the Food and|

Organization of the United Nations (FAO) and the World Health Organization (WHO) might

reley

ant international standards regarding food.

5 and/or the
chilled and

ttention has

Fe a refrigerated delivery service provider is specifically providing indireet refrigerated delivery
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d to provide

e, guidance and particular requirements regarding the operationePindirect refrigerated delivery

particularly
publication,

Equipment
buntries, for

er guidance and/or applicability for such specialist.temperature-controlled refrigerated delivery
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Indirect, temperature-controlled refrigerated delive
services — Land transport of parcels with intermedi
transfer

1 Scope

ry
ate

This
contr
good
from
at th

document specifies requirements for the provision and operation of indirect/tg
olled refrigerated delivery services for refrigerated parcels which contain temperatu
s (including foods) in land transportation. It includes all refrigerated delivery se
acceptance (receipt) of a chilled or frozen parcel from the delivery service user to
e designated destination, including intermediate transfer of the refrigérated parc
refrigerated vehicles or container and via a geographical routing system. This’"document g
requfrements for resources, operations and communications to delivery seyvice users. It is
application by refrigerated delivery service providers.

bPmperature-
re-sensitive
'vice stages
its delivery
bls between
Iso includes
intended for

This|document does not cover requirements for:

a) tefrigerated parcel delivery via modes of transport such &sairplane, ship or train;

b) refrigerated parcels that are transported in ambient temperatures due to the fa¢t that they
¢ontain their own refrigeration materials (for example, ice packs, refrigerated foam bricks, dry
iice blocks) and are surrounded and enclosed by'sealed thermo protective packaging that creates a
jeparate refrigerated climate to that providediwithin the delivery service. However, these types of
fefrigerated parcels may be transported throtugh a refrigerated delivery service;

c) dlirectrefrigerated delivery services in‘'which chilled parcels and frozen parcels are co]lected from
the delivery service user and transported directly to a recipient without in-transit transfer;

d) the quality or the measurement of the temperature of the contents of the chilled parc¢ls or frozen
parcels being delivered and.their pre-point of receipt state, however it does set the r¢quirements
ffor the refrigerated delivety)service carrying them;

e) Medical devices and meédical equipment and pharmaceuticals might be subject to specificlegislation
and require specifictransport requirements and are therefore, excluded from the sicope of this
dlocument.

NOT Resougces covered by requirements of this document include facilities, refrigerated yehicles, cold

storef, and staffymembers. This document is not limited to covering specific sizes of vehicles, as long as the

perf mance requirements can be met. Land transport refrigerated vehicles which are conveyed in a ship as

legislatt aq :
outside of thls document such as momtormg the temperature of the refrlgerated parcel 1tsel
requirements regarding the segregation of different types of refrigerated parcel. It is important to

jents directly

f, or specific
note that the

contents of refrigerated parcels referenced within this document are not limited to edible or perishable products.

2 Normative references

There are no normative references in this document.

3 Terms and definitions

For the purposes of this document, the following terms and definitions apply.

© IS0 2020 - All rights reserved
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ISO and IEC maintain terminological databases for use in standardization at the following addresses:

ISO Online browsing platform: available at https://www.iso.org/obp

— IEC Electropedia: available at http://www.electropedia.org/

31
acceptance

point when a refrigerated parcel is passed from a delivery service user (3.4) to the refrigerated delivery
service provider (3.12)

3.2 Coldstores

3.21

cooling material cold store

equipment having an insulated enclosure, which has an independent means of cooling,ithat is usgd for
freezing and preserving cooling materials (3.3), for example, eutectic plates, dry ice, and‘that is sityated
within an operation site (3.8)

Note 1 to entfy: See also 9.4 and 9.5 for requirements for cooling materials and coolingmaterial cold stores
3.2.2

cold store

equipment having an insulated enclosure, which has independentiméans of reaching temperatures
within the applicable service transport temperature (3.18.2), accommodating multiple chilled pdrcels
(3.14.1) or nuultiple frozen parcels (3.14.2), and that is located within an operation site (3.8)

3.3

cooling material

substance, pr unit containing a substance, capable\'of lowering the temperature of an enclosed
environment

Note 1 to entfy: Cooling materials such as eutectic:plates are also referred to within the industry as “cold plates”,
“ice packs”, “fold storage agents”, “coolant blocKs”;'or “ice-plates”. Such cooling materials can be used witHin an
insulated corjtainer.

3.4

delivery service user

person or drganization who requests a refrigerated delivery service and agrees to its termg and
conditions ih order to send a refrigerated parcel(s) to a recipient (3.10)

3.5

designated|destination

delivery address determined by the delivery service user (3.4)

3.6

geographicalrouting system

process that defines and dictates the journey of a refrigerated parcel, depending on the designated

destination (3.5)

Note 1 to entry: This is similar to the geographical routing used in a typical postal service.

3.7
thermally i

nsulated container

mobile container constructed from materials to reduce the rate of heat transmission through its faces,
that can be temperature controlled and accommodate multiple chilled parcels (3.14.1) or frozen parcels
(3.14.2) in the process of being transported

Note 1 to entry: Thermally insulated containers are designed to maintain temperature and not to cool down
parcels.

© IS0 2020 - All rights reserved
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Note 2 to entry: An insulated container can be either a separate container, or it can be a container within a
refrigerated vehicle (3.15) or non-refrigerated vehicle (see 3.11 and 3.15).

3.8

operation site

locat

ion forming part of the transport network (3.21) where refrigerated parcels are:

a) transferred from one refrigerated enclosure (3.11) to another as part of the geographical routing
system (3.6); or

b) submitted to the refrigerated delivery service by a delivery service user (3.4); or

c) ¢ollected by a recipient (3.10)

3.9

operjational manual

set of instructions regarding how equipment functions

3.10

recipient

perspn or organization named by the delivery service user (3.4) as‘being located at thg
destipation (3.5) for the delivery of the refrigerated parcel

3.11

refrigerated enclosure

temp
whic
temp
parcq

Note
coolir

3.12
refri
com

3.13
indii
oper
(3.1d

Note
parcd
enclo
aree

erature-controlled enclosure within a refrigerated-~vehicle (3.15) or an insulate
h has its own means of cooling material (3.3), that js\artificially maintained at a servj
erature (3.18.2) and that can accommodate multiple chilled parcels (3.14.1) or mu
pls (3.14.2) during transport

1 to entry: This could be the temperature-centrolled body of a truck, or insulated contain
g material (3.3).

gerated delivery service provider
any or organization providing the refrigerated delivery services

rect refrigerated delivery service
htion that offers thetransport of refrigerated parcels from a delivery service user (3.4) 4
) through a temperature-controlled transport network (3.21), similar to a postal servi

1 to entry: Diteet refrigerated delivery service means an operation that offers the transport o
Is directly. from a delivery service user to a recipient without either transference betweer
kure (3.10).or through a temperature-controlled transport network. Direct refrigerated deli
kcluded from this document (see Clause 1).

e designated

1 container,
ce transport
tiple frozen

br containing

0 a recipient
e

f refrigerated
refrigerated
very services

3.14

Rafiacoratad
v

neITrrgtratc

3.14.1

chilled parcel
packaged goods that have been refrigerated to within a positive service transport temperature (3.18.2)
specified by the refrigerated delivery service provider (3.12) and agreed by service users in order to be
carried or sent by the refrigerated delivery service

Note 1 to entry: There are different temperature categories and requirements for different types of chilled
goods, especially with regard to chilled food and food-based products. This determines the service transport
temperature parameters given by a refrigerated delivery service provider. See also 4.5.

© ISO

2020 - All rights reserved


https://standardsiso.com/api/?name=dc416c2732f8f5173f7c0d27eaffce00

IS0 23412:2020(E)

3.14.2

frozen parcel

packaged goods which have been refrigerated to within a negative service transport temperature
(3.18.2) specified by the refrigerated delivery service provider (3.12) and agreed by service users in
order to be carried or sent by the refrigerated delivery service

Note 1 to entry: The service transport temperature for frozen parcels might, in addition, depend upon the frozen
category within which the goods fall (for food or food-based products being transported, this is deep frozen or

quick frozen,

3.15

for example). See also 4.5.

vehicle

refrigerate
road transy
integrated ¢
conditions i

Note 1 to ent

3.16
responsiblg
individual a
and resourc

Note 1 to ent

3.17
temperatul
area in wh
temperatur

Note 1 to ent
vehicle (3.15)

3.18 Temp

3.18.1

operationa
temperatury
given either;

a) for chil
contain

b) for froz

ort vehicle constructed with one or more temperature-controlled enclosures wit
ooling system which is used for the transport of packages requiring controlled temper
h transit

Fy: A refrigerated vehicle contains one or multiple refrigerated enclosures (3.11), See 9.2.1.

P person
ppointed by the refrigerated delivery service provider (3.12) to manage the people, proc
es of an operation site (3.8)

y: This might be an operational site manager or equivalent role:

re-controlled environment
ich the environment is maintained at a spegific temperature or within a spec
e range

ry: This might be for example, a cold store (3.2:2), refrigerated enclosure (3.11) within a refrig€
or arefrigerated room.

erature ranges and maximuni-temperatures

| transport temperaturé
e range, or level of refrigeration, excluding temperature rises caused by defrost ey

ed parcel (3.14.1) delivery or frozen parcel (3.14.2) delivery, as a temperature i
ng a maximymrand minimum temperature limit; or

bn parcel delivery, as a maximum temperature limit;

which is de
or below w

ined and accepted by the refrigerated delivery service provider (3.12) as that within w
ichy the refrigerated delivery service operations of refrigerated enclosures (3.11) and

h an
hiture

PSSes

ified

rated

ents,

ange

hich,
cold

stores are conducted

3.18.2

service transport temperature

temperature range, or level of refrigeration, excluding temperature rises caused by defrost events,
given either:

a) for chilled parcel (3.14.1) delivery or frozen parcel (3.14.2) delivery, as a temperature range
containing a maximum and minimum temperature limit; or

b) for frozen parcel delivery, as a maximum temperature limit;
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which is defined by the refrigerated delivery service provider (3.12) as that within which, or below which,

ther

efrigerated parcels are to be delivered

Note 1 to entry: The service transport temperature is not the temperature of the refrigerated parcels.

Note 2 to entry: Service transport temperature is given as a temperature range and a maximum temperature
limit, see 4.5.3 regarding temperature ranges or maximum temperatures for frozen parcel delivery.

Note 3 to entry: Defrost events are necessary for frozen parcel (3.14.2) delivery to remove the build-up of ice on
refrigeration units and to enable refrigeration to continue. However, these cause the service transport temperature
(3.18.2) or maximum temperatures to be temporarily exceeded within the refrigerated enclosure (3.11) or cold
store (3.2.2). Defrost events should be conducted to maintain functional operations without adversely affecting

ther
with

Note
temp

3.19
tran
proc

4 to entry: Attention is drawn to national statutory or regulatory requirements. for serv
Pratures.

sfer
bss of moving a refrigerated parcel:

a)
b)

A

Note
inter
contr
delivi
servi
on th
cond

f

Note
to as

3.20
tran
perid
envir

3.21
tran
systd
prov,

|

to the refrigerated delivery service from a delivery service user(3.4);

tween refrigerated enclosures (3.11); and/or cold stores(3.2.2); or

site refrigerated vehicle (3.15) to another refrigerated enclosure. Transfer happens through a
olled environment or a non-temperature-controfled environment (3.17). It is important t

Ce. The level of information provided by thé refrigerated delivery service provider (3.12) is lik

‘cross-docking”.

sfer time
d of time, expresseéd’in seconds, for which a refrigerated parcel is out of a temperatu
onment (3.17) during transfer (3.19)

sport nétwork
m comprising operation site(s) (3.8) and refrigerated vehicles (3.15) that might be
sion of a refrigerated delivery service

rom the refrigerated delivery service to a recipient (3.10); within the refrigerated deli

1 to entry: Transfer mightinclude, for example, points@twhich the refrigerated parcel is transfg

bry service user of this as it could be a criticalfactor for their selection of a particular refriger

e type of refrigerated delivery service offered. However, it is recommended that the number
tions under which a refrigerated parcelare likely to be exposed are stated. See also 7.3 and 10}

P to entry: The process of moving a refrigerated parcel from one refrigerated vehicle to anoth

Pfrigerated parcels. The frequency with which defrosts are carried out should be conducted in accordance
the manufacturer’s instructions or advice sought from the manufacturer, where appropriate.§

ee also 4.5.

ce transport

yery service

brred from an
femperature-
b inform the
ated delivery
bly to depend
of times and
3.

er is referred

re-controlled

used in the

3.22

vehicle schedule
timetable for refrigerated vehicles (3.15) moving between operation sites (3.8)

3.23

work instruction
documented directions for staff members regarding how to carry out an activity within their job

© ISO

2020 - All rights reserved


https://standardsiso.com/api/?name=dc416c2732f8f5173f7c0d27eaffce00

IS0 23412:2020(E)

4 Refrigerated delivery service definition and communications

4.1 Refrigerated delivery service attributes

The refrigerated delivery service provider shall determine, document and make publicly available the
following refrigerated delivery service attributes:

a)
b)
c) service
delivery
d) targete
e) accepte
1) iten
2) are
by 4
3) refy
4) op¢
5) stal
6) norn
rec
7) feeq
When chang
updated, m3

The refrige
request and

4.2 Nameé

The refrige
clearly desc
refrigerated

For further

name of the refrigerated delivery service (see 4.2);

refrigerated delivery service provider’s contact details and customer service (see 4.4);

L 1 Y L) 1 1 1. - L 4 L | 1.1 £
(TdITSpPOT T (EMIPETdtUre ol CIE TEITIgErdted UCIIVETy SEIVICE (SE€€ A.J) dvdIldoIt 10
Service users;

l delivery service users;

d terms and conditions for refrigerated parcels (see 4.6), including;

s not accepted for transport by the refrigerated delivery service providér (see 4.6.2);

hs for refrigerated parcel acceptance and areas for refrigerated parcel delivery to/colle
recipient (see 4.6.3);

igerated delivery service operation business days and hours (see 4.6.4);

ning hours and days of the week for acceptance and delivery locations (see 4.6.5);

ndard delivery timescales (times/days) (see 4.6.6);

-delivery of refrigerated parcels, including holding times and/or returns, as applicablg
hlled refrigerated parcels (see 4.6.7); and

and payment options.

es are made to the refrigerated delivery service attributes, the relevant documents sh
de publicly available and communicated to delivery service users.

ated delivery service atfributes shall be communicated to delivery service users
at the point of agreeing\to use the refrigerated delivery service.

 of the refrigerated delivery service

ated delivery/sérvice shall have a name or a refrigerated delivery service description
Fibes thattherefrigerated delivery service provides the temperature-controlled delivg
parcels:

nformation, see A.1.1.

the

ction

b and

11l be

Lpon

that
ry of

4.3 Business licence for refrigerated delivery service providers

Where it is necessary for the refrigerated delivery service provider to obtain a business licence(s)
to operate a refrigerated delivery service, it shall implement a procedure to check the presence and
the validity of the business licence(s) or the documentation, and to undertake further action where
required.
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4.4 Refrigerated delivery service provider’s contact details and customer service

The refrigerated delivery service provider shall make publicly available its contact details for the
purpose of addressing any enquiries, complaints or feedback that potential and current delivery service
users, and/or refrigerated parcel recipients might have.

NOTE

The contact details might go through to a call centre, website, or operation site, for example. Contact

might be provided through an email address, online feedback form, or phone number. EN 8477 is a code of

pract

4.5

ice which gives recommendations for customer service good practice.

Service transport temperature of the refrigerated delivery service

4.5.1

A seq
with

NOTH

General

vice transport temperature shall be identified for the refrigerated delivery service in
4.5.2 or 4.5.3, as applicable.

1 This service transport temperature excludes temperature fluctuations caused by d

within a refrigeration unit (see 3.18.2) which are likely to temporarily exceed the refrigerated de

temp

The
expo

Whe
impl

NOTH
instr

4.5.2

The
mini
for c]

4.5.3

The
limit|
shall

NOTH
temp
parce
to in

Prature limits.

refrigerated delivery service provider shall identify the situations where refrigerated
sed to temperatures exceeding the defined service transp@rttemperature.

bmented.

2 A refrigerated delivery service provider canh.choose to detail their contingency pl
Ictions for managing such situations [see 10.2.1 fj};

Chilled parcels

refrigerated delivery service previder shall identify the maximum temperature li
mum temperature limit of the service transport temperature of the refrigerated deli
nilled parcels.

Frozen parcels

refrigerated delivery service provider shall identify, as a minimum, the maximum ¢
of the service transport temperature of the refrigerated delivery service for frozen
not include temperature rises during periods of defrost.

Whilgit is critical to identify the highest acceptable temperature for a frozen parcel serv
eratures-itwould not, in most cases, be necessary to identify the minimum temperature limit {
| service transport temperature as there would be little impact on the frozen parcels from be
r€asingly lower temperatures. Where it is necessary, the maximum and minimum tempera

accordance

bfrost events
ivery service

parcels are

Fe applicable, a process to stop transporting the parcelbefore delivery shall be documented and

ans or work

mit and the
very service

emperature
arcels. This

ice transport
or the frozen
ng subjected
fure limits of

ranga can ho s doprifad ey thn wafigararnd dolivae canrauidar and /o oo
HeHie tHe-—Tett

the temperature

carzl
Tarr g C—Carmot—Tac oy Stratt o OCtrv ey SCrv i CC—proviatronty o

delivery service user.

4.6

Accepted terms and conditions for refrigerated parcels

4.6.1 General

sreed with the

The refrigerated delivery service provider shall determine their terms and conditions for carriage of
refrigerated parcels, including, as a minimum, their:

a) maximum size;

b) maximum mass;

© ISO

2020 - All rights reserved


https://standardsiso.com/api/?name=dc416c2732f8f5173f7c0d27eaffce00

ISO 23412

:2020(E)

c) packaging conditions, including protection against cross-contamination based on the contents of
the refrigerated parcel (see Annex B);

d) pre-cooling/pre-freezing conditions by the delivery service users (see 6.3).

For further information, see A.1.2.

4.6.2

Items not accepted for transport by the refrigerated delivery service provider

The refrigerated delivery service provider shall define a list of prohibited items for transport.

NOTE

rvice

provider.

4.6.3 Are
collection b

The refriger
it operates f

NOTE
regions covel

4.6.4 Refi

The refriger
the refriger

The refriger
and commu

For further

4.6.5 Ope

The refrige
operation si

Theseitemsmightbe prnhihifpd hy laws :\‘nHI/nr itemsnot nr‘r‘npfpﬂ hy the rpfrigprnh:ﬂ dp]ivnry se
5 7

as for refrigerated parcel acceptance and areas for refrigerated parcel delivery to
y a recipient

ated delivery service provider shall define the geographical areas and lo€ations within v
br both the acceptance and delivery to/collection by a recipient of a réfnigerated parcel.

This can include home acceptance or a refrigerated delivery service location and can also inclug

ed by the refrigerated delivery service.

rigerated delivery service operation business days and hours

ated delivery service provider shall determine the business days and/or hours covery
nted delivery service operation.

ated delivery service provider shall take into;account calendar dates such as public hol
hicate these to the delivery service user.

nformation, see A.1.3.

ning hours and days of the week of acceptance and delivery locations

Fated delivery service previder shall determine the opening hours and days tha
tes are open for the acceptance, or collection, of refrigerated parcels.

4.6.6 Stanpdard delivery tinmiescales (times/days)

The refrigd
refrigerated

rated delivery. Jservice provider shall provide indicative delivery durations for
parcels fremi-the point of acceptance from the delivery service user to the point of del

at the designated destination.

NOTE Fd

r exaniple, the number of days required for the delivery of a refrigerated parcel from Tokyo to O

rhich

e the

bd by

days

t the

the
very

saka.

Where appl

cabBla ta tha rafiigaratad dalivary caryien hatng offarnd +ha ol fo0 dnl;vynw

5 and

delivery dat

Fay
COoIC U tTIC T eI s CTrotC O GV ey OCT v ICC O T S UTICT OO, T U pTIoUTTs 1OT TITVCT

es shall be determined by the refrigerated delivery service provider.

4.6.7 Non-delivery of refrigerated parcels including holding times, returns and recalls

The refrigerated delivery service provider shall determine the options for the recipient in the event
that the recipient is absent at the time of delivery.

The refrigerated delivery service provider shall indicate the maximum amount of time that refrigerated
parcels are to be held either for redelivery, return to delivery service user or disposal.

For further information, see A.1.4.
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5 Transport network

5.1
The

General

refrigerated delivery service provider shall establish a transport network within the areas covered

by the refrigerated delivery service (see 4.6.3) in order to provide transport routes for the refrigerated
delivery service within the standard delivery timescales (see 4.6.6).

The

refrigerated delivery service provider shall measure, document and retain the expected time taken

for each refrigerated vehicle to travel between each connected operation site.

NOT

regulations, when measuring the travel times between operation sites.

The

opergtion sites are created, closed or moved, or whenever transport routes are changed).

1  Attention is drawn to applicable national and local legislation for travel speed limits and traffic

locument of distances and times shall be updated when the transport network c¢hanges (i.e. when

NOTH 2  Distances and times can be used to create the vehicle schedules and @ipdate the stanglard delivery

time

The

dcales (see 4.6.6).

refrigerated delivery service provider shall create and document.vehicle schedules for fefrigerated

vehi¢les moving between operation sites. The vehicle schedules shallbe updated and communicated to
the relevant responsible person(s) (see 5.4.2) when the transportnetwork changes, or whep there is an

incrgase in demand (see 5.3) and additional resources are required.

The

refrigerated parcel within the refrigerated delivery ser¥ice [see 12.1 c]].

The

NOTHE 3  This system might be a tracking and tracing system.

5.2
The

systém within the transport network.

The
and

refrigerated delivery service provider shall implément a system to monitor and [locate each

refrigerated service provider shall retain suchsrecords in accordance with relevant regulations.

Geographical routing system

refrigerated delivery service provider shall determine and implement a geographfical routing

geographical routing system, any geographical codes (for example, post codes, operation-site codes)
the operation sites where the geographical routing operations are carried out shall be|defined and

documented. The documents shall be updated when the geographical routing system or the transport

network changes.

NOTH See alSp-7.2 d) and 7.6 regarding geographical routing.

5.3
The

a)

b)

d)

Denrand and available resources

pﬁ'igprqud dplivpry service prmridpr shall:

monitor and record the number of chilled parcels and/or frozen parcels accepted for delivery on a
daily basis;

undertake an analysis of the maximum expected number of chilled parcels and/or frozen parcels
within a defined period at each operation site and across the whole transport network;

undertake an analysis of the maximum number of chilled parcels and/or frozen parcels that can be
accepted at each operation site and across the whole transport network. This shall be documented,
reviewed and updated a minimum of once a year;

undertake a check that the refrigerated delivery service has the correct resources to provide the
refrigerated delivery service for the maximum expected number of chilled parcels and/or frozen
parcels within a particular period at each operation site and across the whole transport network.
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Where there are peak periods in which the demand is expected to rise, a contingency plan shall be
implemented to either obtain additional resources for each operation site, or to limit the acceptance of
chilled parcels and/or frozen parcels.

NOTE The resources available during peak periods are expected to be at the appropriate level to provide the
refrigerated delivery service in accordance with the service transport temperature (see 4.5) and the standard
delivery timescales (see 4.6.6).

Where the increase in demand is consistent, an assessment regarding the viability of extending existing
operation sites (for example, additional resources) or establishing new operation sites shall be carried

out, and a pl

an created for actions to be taken.

5.4 Oper

htion sites

5.4.1 Genleral

The refriger

The resourd
with 5.3 ang

The operati
equipment {
allocated to

Where thers
A review of]
action taker

5.4.2 Res
The refriger
a)
b)

assign 4

commu

ated delivery service provider shall define and document the function of éach operatior

es required for each operation site to carry out its function shall be.defined in accord
| provided.

bn site shall be able to accommodate the refrigerated vehigles -which allows their co

site.

ance

poling

0 run while waiting to unload or, when loaded, waiting to.depart, as well as other resofirces

the operation site.

P is a change to the function of an operation site, the'rélevant documents shall be upd|
the required resources to accommodate the chatige in function shall be undertaker]
to implement additional resources, where required.

ponsible person
ated delivery service provider shall:
responsible person to each operation site;

hicate to the responsible person in writing their expected duties.

ated.
and

As a minimiim, the responsible person shall be expected to implement processes in the operation site

so that:

1y

daily chlecks are carried,eut to verify that the required resources for the operation site to fun

ction

are pregent (see als6 5:4.1);

2) daily chiecks areearried out to verify that the resources function correctly;

3) remedigl action is undertaken if the checks from 1) and 2) show that the required resources arfe not
present|orare not functioning correctly.

The daily checks carried out in 1) and 2) shall be recorded and retained.

NOTE

The duration of the retention of documents from the daily checks might differ, depending on the

location of the refrigerated delivery service provider. Attention is drawn to national legislation/regulations
regarding timeframes for retention of documents.

5.4.3 Transport

The refrigerated delivery service provider shall allocate refrigerated vehicles and/or thermally
insulated containers as a resource to each operation site.

The service provider shall allocate refrigerated and monitored means that can be equipped with active
or passive cold solutions

10
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The specification of the allocated refrigerated vehicles and/or thermally insulated containers shall be
based on the capabilities required for the function of each operation site (see 5.4.1).

The number of refrigerated vehicles and/or thermally insulated containers allocated to each operation

site
a)
b)
The

6

and|the delivery service user

6.1
The

6.2
The

service user prior to acceptance of a refrigerated parcelfor delivery:

a) the name, address and other contact details (for example, phone numbers, email addi
the delivery service user and of the recipient;

b) the service transport temperature (see4.5) selected for delivery;

c) ¢ontents of refrigerated parcel;

d) gpecial conditions required, where applicable.

NOTH Special conditions might include stating any limited holding times in the event of non-dg

the refrigerated parcel needs to/be delivered within a short time frame, or where a fragile refrig
requires additional care td_be taken during delivery. Refrigerated delivery service providers
trangport of refrigerated\parcels containing foodstuff can refer to Annex B for further information.
c) regarding cross-contamination.

Where the information required in a), b) and c) are not obtained, the refrigerated deli
provjder shall not accept the refrigerated parcel for delivery.

6.3
The

shall be:
consistent with the demands for each operation site;
consistent with the demands of the transport network (see 5.3).

refrigerated enclosure shall follow the requirements of 9.2.

Information exchanged between the refrigerated delivery service pro

Documented information

Information to be obtained from the delivery seryice user

refrigerated delivery service provider shall obtaincthe following information from

Delivery service user confirmation

vider

refrigerated delivery service provider shall document and maintain(the information provided and
obtajned in 6.2, 6.3 and 6.4 and a copy of the information shall be provided to the delivery
on adceptance of a refrigerated parcel for delivery.

service user

the delivery

ess) of both

tlivery where
erated parcel
covering the
See also 4.6.1

yery service

refrigerated delivery service provider shall obtain from the delivery service user:

a) confirmation that the refrigerated parcel(s) for delivery is in a pre-cooled/pre-frozen state in
advance and that it meets the other required conditions in accordance with 4.6.1;

b) confirmation that the declared content of the refrigerated parcel (s) for delivery is not prohibited
and meets the required conditions in accordance with 4.6.2

NOTE These confirmations can be endorsed by, for example, a signature, an opt-in (i.e. a tick box) or a sales

contract.

© IS0 2020 - All rights reserved
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6.4 Information to be provided by the refrigerated delivery service provider

The refrigerated delivery service provider shall provide the following information to the delivery
service user on acceptance of a refrigerated parcel for delivery:

a) the name of the refrigerated delivery service provider;
b) staff member identification;
c) the name of the refrigerated delivery service (see 4.2);

d) the parcel identification number;

e) the dat¢ of acceptance and the standard delivery timescales (see 4.6.6) or the expectedyddte of
delivery;

f) the size|land/or mass of the refrigerated parcel;

NOTE This can be checked by the refrigerated delivery service provider on -acceptance of the
refrigergted parcel.

g) the costof the refrigerated delivery service.

7 Refrigerated parcels

7.1 Acceptance of refrigerated parcels

At the time| of acceptance of a refrigerated parcel, the refrigerated delivery service provider [shall
exchange the information in 6.2, 6.3 and 6.4 with the delivery service user.

7.2 Labelling, marking and visible information

The refrigeated delivery service provider shall'label or mark each refrigerated parcel, at the tipe of
acceptance, with the following information, as'a minimum:

a) therefrigerated parcel identification number;

b) the contents of the refrigerated parcel;

c¢) whether a chilled or a frezen package;

d) the designated destifation (see 3.5) or the geographical code (see 5.2);
e) the datg of acceptance and the expected date of delivery;

f) the nane ofthe refrigerated delivery service (see 4.2).

The deliveryservice usershrattalsoattachadocument to the parcel contaiming the fnformrationim a) to
f) above. The refrigerated delivery service provider shall check that the information labelled or marked
is visible on an external face of the refrigerated parcel. The refrigerated delivery service provider shall
also record the time and date of collection.

For further information, see A.2.1.

7.3 Transferring refrigerated parcels into a refrigerated enclosure or cold store

The refrigerated delivery service provider shall confirm that the refrigerated enclosure (see 3.11)
or cold store is within the service transport temperature (as defined in accordance with 4.5), before
transferring a refrigerated parcel into it.
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Where the refrigerated enclosure or cold store is not within the service transport temperature (as
defined in accordance with 4.5), relevant action in accordance with the work instructions (see 10.2)
shall be taken to achieve the service transport temperature (see also 9.2 and 9.3).

Where it is necessary to pre-cool or pre-freeze the refrigerated enclosure or cold store for it to be within
the service transport temperature (as defined in accordance with 4.5), the required time [see 10.5
c)] shall be allocated and the temperature confirmed to be within the service transport temperature
before refrigerated parcels are transferred into it.

For further information, see A.2.2.

7.4 Iransierring reirigerated parcels between reirigerated enclosures and/ qr cold
storges

Where refrigerated parcels are transferred between refrigerated enclosures and/or cold stores, the
refrigerated delivery service provider shall transfer the refrigerated parcels in'accordande with 10.3,
the gperational guidelines for transfers.

The refrigerated enclosures and/or cold stores to which a refrigerated parcel is being transferred shall
be checked to have a temperature within the service transport temperature as defined inj accordance
with|4.5, before transferring a refrigerated parcel into it.

Where the refrigerated enclosure and/or cold store to which thé refrigerated parcel is being transferred
is not within the service transport temperature (see 4.5), relevant action in accordance with the work
instrjuctions (see 10.2) shall be taken to achieve the service transport temperature (see also[9.2 and 9.3).

Where it is necessary to pre-cool or pre-freeze the refrigerated enclosure and/or cold stgre to which
the rlefrigerated parcel is being transferred for it te be within the service transport tempgrature (see
4.5),[the required time [see 10.5 c)] shall be allocated before a refrigerated parcel is transfgrred into it.

For further information, see A.2.3.

7.5 | Temporary storage of refrigerated parcels in operation sites

Where a refrigerated parcel is in.an operation site, the refrigerated parcel shall be held in tlhe cold store
with|n the service transport témperature (see 4.5).

Where a refrigerated parcel has been temporarily stored in a cold store in an operation site, a process
shalllbe implemented td-carry out checks on a daily basis to see if further action is required.

For further information, see A.2.4.

7.6 | Geographical sorting of refrigerated parcels

Where more than one refrigerated delivery service having different service transport tgmperatures
are qpepating within an operation site in which refrigerated parcels are being geographigally sorted,
the refrigerated parcels from each service transport temperature shall be kept separate.

NOTE Attention is drawn to national legislation which can require the segregation of certain types of
refrigerated parcels.

7.7 Delivery to the recipient

At the time of delivery to/collection by a recipient of a refrigerated parcel, the refrigerated delivery
service provider shall exchange the information in accordance with Clause 8 with the recipient.
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Where the recipient is absent on attempted delivery, the refrigerated delivery service provider shall:

a) inform the recipient that they have tried to deliver the refrigerated parcel by providing a
communication (for example, message card, email, online system), containing the following
information:

1) the name of the refrigerated delivery service provider;

2) the parcel identification number;

3) the date and time of the attempted delivery;

4) the[contact details of the refrigerated delivery service provider (see 4.4];

5) the|options for the recipient to receive the refrigerated parcel (for example, tedelivery,
collection by a recipient at the operation site) (see 4.6.7);

6) thatitisarefrigerated parcel (i.e. chilled or frozen) and any time constraintsfor collection by a
recipient, where applicable (see 4.6.7);

b) place the refrigerated parcel in a refrigerated enclosure or cold store withinthe service trangport
temperature, as defined in 4.5.

Where the rjefrigerated parcel is loaded back into the refrigerated enclesure or cold store, this shall be

carried out |n accordance with 10.3.

For further |nformation, see A.2.5.

8 InforrIation exchanged between the refrigerated delivery service provider

and the recipient

8.1 Information to be obtained from thetecipient on delivery of the refrigerated paprcel

The refrigerjated delivery service provider shall request the following information from the recipiept on

delivery of g
a) thenan

b) the sign

8.2 Infor

refrigerated parcel from an operation site

The refriger
collection of

refrigerated parcel:
e of the recipient;

ature confirming that-the refrigerated parcel has been received.

mation to bégbtained from the recipient on collection by the recipient of t

ated delivery service provider shall request the following information from the recipie
a réfrigerated parcel:

he

nton

a) thenan
b)
c)
d)

NOTE

eand address of the Tecipient;

the identification of the recipient;
the parcel identification number;

the signature confirming that the refrigerated parcel has been received.

contained within the communication which is provided to them in 7.7 is helpful.

14
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8.3 Information to be provided by the refrigerated delivery service provider on
delivery of the refrigerated parcel

The refrigerated delivery service provider shall provide the following information to the recipient on
delivery of a refrigerated parcel:

a) the name of the refrigerated delivery service provider;
b) the staff member identification and purpose of the visit; and

c) the service transport temperature of the refrigerated parcel selected for delivery [see 4.5 and
62 h)]: or

d) the name of the refrigerated delivery service (see 4.2).

NOTH The refrigerated delivery service provider advises the recipient to maintain thetempdrature of the
refrigerated parcel after delivery (for example, within a refrigerator or freezer).

8.4 | Information to be provided by the refrigerated delivery service provider ¢n
collection by a recipient of the refrigerated parcel from an opération site

The fefrigerated delivery service provider shall provide the recipjeritwith the following on follection of
arefrigerated parcel:

a) the service transport temperature of the refrigerated parcel selected for delivery [see 4.5 and
6.2 b)]; or

b) the name of the refrigerated delivery service (se€'4.2).

9 C(onditions for operation sites, refrigerated enclosures, cold stores and cooling
materials

9.1 | Operation site

9.1.1 Security of operation site

The refrigerated delivery(service provider shall implement security measures on each opeifation site to
prevent unauthorised acCess causing theft and damage to the facility, refrigerated vehicles, cold stores
and refrigerated parcéls.

9.1.2 Protection from external conditions

The refrigerated delivery service provider shall design each operation site such that it provides cover
and Il)rotection from external conditions during:

a) the transfer of a refrigerated parcel into a refrigerated enclosure or cold store in an operation site
(see 7.3);

b) the transfer of a refrigerated parcel between refrigerated enclosures and/or cold stores in an
operation site (see 7.4);

c) thetemporary storage of a refrigerated parcel within a cold store in an operation site (see 7.5).

NOTE See also 5.4 regarding operation sites.
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9.2 Refrigerated enclosures

9.2.1 General

The refrigerated delivery service provider shall use refrigerated vehicles that contain at least one
refrigerated enclosure that can be temperature controlled and monitored within the service transport
temperature range (see 4.5). The refrigerated delivery service provider shall maintain the internal
temperature of the refrigerated enclosure within the service transport temperature range defined by
the refrigerated delivery service provider (see 4.5) while the refrigerated enclosure is in operation.
Where the refrigerated enclosure requires cooling material that functions for a limited amount of time

(for example, eutectic plates), the refrigerated delivery service provider shall check and replace or
modify it, aq applicable, in accordance with the work instructions (see 10.2) and the operational mgnual
for cooling mmaterials (see 10.7).

Where the [refrigerated delivery service provider offers a refrigerated delivery servige at two or
more servide transport temperatures (for example, chilled and frozen), and refrigenated parcels are
transported at different service transport temperatures within the same refrigerated vehicle, [each
refrigerated enclosure shall be physically separated and temperature controlleds

The refrigerated enclosure shall be constructed and maintained to minimjse-temperature varignces
through the|structure when closed and in operation.

Unless the refrigerated enclosure is being used for the transfer of refrigerated parcels, the refrigerated
delivery seryice provider shall keep closed any openings to the refrigerated enclosure when it is in use.
For further Information, see A.3.1.

9.2.2 Tenpperature monitoring of a refrigerated encloesure

The refrigerjated delivery service provider shall inserta calibrated temperature monitoring instrument
into the refriigerated enclosure to monitor its internal'temperature. The internal temperature meaqured
by the tempgrature monitoring instrument shall be visible during transport.

The temperpture inside the refrigerated enclosure shall be checked and recorded and these re¢ords
retained for|a defined period of time (for'example, 12 months), as a minimum

a) after pre-cooling/pre-freezing the refrigerated enclosure;

b) atthe startand end of everytransport journey.

The temperature inside the yefrigerated enclosure shall also be checked, as a minimum, at every point
of transfer, where this js\iot covered by b).

For the temperaturé.monitoring and recording, see 12.3.

Monitoring pquipment shall be calibrated against measurement standards defined by internatioral or
national stahdards

For further information, see A.3.2.

9.3 Cold stores

9.3.1 General

The refrigerated delivery service provider shall use cold stores that contain a refrigerated enclosure(s)
that can be temperature controlled within the service transport temperature (see 4.5).
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Cold stores in operation sites shall be able to function continuously without interruption. In the event
that a power source is interrupted, a contingency plan shall be in place.

NOTE Cold stores in operation sites withstand any forces to which they are expected to be subjected.
See also 10.6 regarding maintenance. In order to mitigate the risk of interruption to cold store operation, a
contingency plan might include, for example, a back-up generator, or the temporary use of cooling materials in
the event of an electric outage.

The refrigerated delivery service provider shall continuously maintain the internal temperature of cold
stores at the service transport temperature defined in accordance with 4.5 while in operation.

Where the refrigerated delivery service provider offers a refrigerated delivery service that operates at
two pr more service transport temperatures (for example, chilled and frozen), and Wherentefrigerated
parcels to be maintained at different service transport temperatures are present at the same operation
site, pach temperature enclosure of the cold store shall be enclosed and separated.

Cold|stores shall be constructed and maintained to minimise temperaturey,variances through the
strug¢ture when closed and in operation.

Unless cold stores are being used for transferring refrigerated parcels, the rvefrigerated delivery service
provjder shall keep any openings to the enclosure closed when the cqld store is in use.

The maintenance procedure and service interval should be infaccordance with the cold store and
cooling systems manufacturer’s recommended maintenance schedule.

9.3.7 Temperature monitoring of cold stores in operation sites

The refrigerated delivery service provider shall inserta calibrated temperature monitoring instrument
into pach cold store to continuously monitor the_internal temperature. The internal temperatures of
each|cold store shall be displayed separately.

The internal temperature measured by the‘temperature monitoring instrument shall be vigible.

Where applicable, several sensors may-be used to ensure that the temperature is consistent all around
the cpld store.

The temperature inside the cold store shall be recorded at three scheduled times a day as{a minimum
and faintained for a defined petiod of time (for example, 12 months).

Monitoring equipment shal be calibrated against measurement standards defined by international or
natignal standards.

For further information, see A.3.3.

9.4 | Cooling materials

Where eooling materials are used, the refrigerated delivery service provider shall che¢k that they
maintaimthe temperature of the Tefrigeratedenctosure {see 921 at the service trarsporttemperature
defined by the refrigerated delivery service provider (see 4.5) while the refrigerated enclosure is in
operation.

For further information, see A.3.4.
9.5 Cooling material cold stores

9.5.1 General

Where cooling materials are used within the refrigerated delivery service, the refrigerated delivery
service provider shall use cooling material cold stores for their refrigeration and storage.
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material cold stores in operation sites shall:

materials;

cover power source interruptions.

NOTE

have a refrigerated enclosure that can be maintained at, or below, the freezing temperature of the

be able to function continuously without interruption. A contingency plan shall be implemented to

Cooling material cold stores in operation sites withstand any forces to which they are expected to

be subjected. In order to mitigate the risk of interruption to cooling material cold store operation, a contingency

plan might in

clude, for example, a back-up generator.

The refrige
material col

Unless the
refrigerated
material col

The mainte
cooling syst

9.5.2 Temperature monitoring of cooling material cold stores

The refriger]
into the coo

The interna

The temper
as a minimu

For the temj

For further

10 Work

10.1 Gene

The refrige
regulations

The refrige]

temperature.

rated delivery service provider shall maintain the internal temperature of the co|
d store below the freezing temperature of the cooling materials.

fooling material cold store is being used for loading or unloading cooling aratérialg
delivery service provider shall keep any openings to the enclosure closed wheh the co
d store is in use.

hance procedure and service interval should be in accordance with the cold stord
ems manufacturer’s recommended maintenance schedule.

ated delivery service provider shall insert a calibrated temperature monitoring instru
ing material cold store to monitor the internal temperature.

temperature measured by the temperature maonitoring instrument shall be visible.

hiture inside the cooling material cold store shall be checked at three scheduled times §
m.

perature monitoring and recording, see 12.3.

nformation, see A.3.5.

Instructions and operational manuals

ral

rated delivery. service provider shall identify and document relevant legislation
ppplicable todts refrigerated delivery service.

ated delivery service provider shall determine and document the operational tran

h

pbling

, the
poling

and

ment

| day,

and

sport

The refrige

Fated dp]ivpry service prnvidpr shall nlign their work instructions (Qpp 10 7) and

their

operational manuals (see 10.4 to 10.8) in accordance with the operational transport temperature and
the operational guidelines (see 10.3).

10.2 Work instructions

10.2.1 General

The refrigerated delivery service provider shall provide work instructions for each staff member
working within the refrigerated delivery service, as applicable to their role.

The work in

a)

18

structions shall include, as a minimum:

the handling of chilled parcels and/or frozen parcels (see 10.2.2);
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the transport network (see 5.1);

the geographical routing system (see 5.2);
the operation sites (for example, security) (see 5.4);

the procedure to confirm pre-cooling/pre-freezing conditions of refrigerated parcels with the
delivery service user (see 6.3);

the contingency plan(s) in the event that a refrigerated parcel is exposed to
non-temperature-controlled environments exceeding those stated in the operational guidelines
see 10.3), including if a refrigerated parcel is wrongly sorted into a different service transport
lemperature;

the handling of equipment, including procedures for the use of cooling materials)(see 10.4 to 10.8),
including any potential contact with hazardous or dangerous substances;

the hygiene of employees and anyone involved in the service, transportatien‘and facilities;

minimising the door opening duration.

Whehever there are changes made to the operational processes or procedures, the refrigerdted delivery

service provider shall update the relevant work instructions.

10.2(2 Handling of refrigerated parcels

The

refrigerated parcels shall not be:

1y
2)
3)
4)

vork instructions for the handling of chilled parcelsrand/or frozen parcels shall inclpde that the

damaged, defaced;
thrown, dropped, placed directly on theground, on heated surfaces or in direct sunlight;
¢xposed to conditions outside of the(operational guidelines (see 10.3);

put into the wrong service transport temperature.

In the case of 1), 2) and 3), thefollowing actions are recommended to prevent the cross-corftamination;

a) isolate the refrigeratedyparcel and place in a sealed, insulated container;

b) follow the procedute of the hygiene plan;

c) d¢onsult the service user and seek the instruction on the disposal of parcels.

NOTH For.example, chilled parcels are not put within the refrigerated enclosures or cold stoyes for frozen

parcdls because chilled parcels can become frozen, or partially frozen. If chilled parcels are held within the

refrigerdted enclosure or cold stores for frozen parcels, they can become frozen or partially frozen.

10.3 Work instructions for transferring refrigerated parcels

10.3.1 The refrigerated delivery service provider shall have operational guidelines for:

a)

b)
c)

the transfer of refrigerated parcels from the delivery service user to a refrigerated enclosure or
cold store;

the transfer of refrigerated parcels between refrigerated enclosures and/or cold stores;

the transfer of refrigerated parcels to the recipient from a refrigerated enclosure or cold store.

For further information, see A.4.1.
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10.3.2 These operational guidelines shall cover:

a) the transfer time durations;

b) the temperature of the temperature-controlled environment, or non-temperature-controlled
environment to which parcels are exposed;

c) therecording, monitoring and storage of data covered by a) and b).

For further information, see A.4.1.

10.4 Oper

The refrige

"Iﬂ“')l m')“]")] ff\l‘ l‘ﬂf“‘ﬂﬂ"')fﬂfl ﬂ“l"ln(‘l]"ﬂ
prerotror TS5

rated delivery service provider shall provide documented procedures for the~falo

aspects of the refrigerated enclosure in accordance with manufacturers’ instructions:

a) useand

b) pre-coo

operation of the refrigerated enclosure including defrost procedures;

ling/pre-freezing of the refrigerated enclosure (see also 10.5);

c) bestloading practices to ensure optimised air flow;

d) tempergture monitoring of the refrigerated enclosure when in operdtion (see 9.2.1);

e) mainterjance of the refrigerated enclosure including cooling systenis;

f) cleaning of the refrigerated enclosure;

g) where dooling materials are used, the duration of the coqling material in relation to the:

1) typ

2) am

e of cooling material;

unt of cooling material present;

3) Vol:[me of the refrigerated enclosure;

4) ins

lation properties of the refrigerated enclosure.

h) procedyre for transferring refrigerated parcels to recipient, for example by avoiding lengthy

openings.

NOTE This is normally in relation to the amount and type of cooling material present.

Whenever t

here are chariges made to the refrigerated enclosure, the relevant documented proced

shall be updated.

10.5 Oper

htional manual for the pre-cooling and pre-freezing of refrigerated enclosy

wing

door

lures

res

The refrlgel Qfﬂf‘ AD]I"DI"}Y CDY‘"'II"D p?‘f\‘flf‘ﬂl‘ Chﬂ]] Y\Y‘f\‘flf‘ﬂ r]r\r‘nmnnfnr] prnt‘or‘nrnc Ff\'l" fhﬂ pl"ﬂ ralal

ling

and pre-freezing of the refrigerated enclosure covering the following:

a) method

of refrigeration (for example, cooling material, refrigeration unit);

b) order of steps;

c) timerequired to create the defined operational transport temperature (see 10.1) of the refrigerated

enclosu

re;

d) monitoring of the internal temperature.

20
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10.6 Operational manual for cold stores in operation sites

The refrigerated delivery service provider shall provide documented procedures for the following
aspects of cold stores in operation sites:

a)
b)
‘)
d)
e)
f)

For further information, see A.4.2.

10.7] Operational manual for cooling materials

Where applicable, the refrigerated delivery service provider shall provide documented pr
the fpllowing aspects of cooling materials used in the refrigerated.delivery service:

a)
b)
‘)
d)

For further information, see A.4.3.
NOTH Before passive cooling systems-are used, studies are conducted and documented inform

how the systems perform when tested under representative transportation conditions. Conditions,
following are taken into account:

10.8 Operational manual for cooling material cold stores

use and operation;
temperature monitoring when in operation;
maintenance schedule and record;

cleaning schedule and record;

est control;

efrost of the cold store for frozen parcels, where applicable.

use and operation;
yisual monitoring when in operation;
Imaintenance or replacement; and

¢leaning

g¢xternal temperature conditiens;

thermal properties of the/containers;

¢onditions of use (epenings, loading rates, etc.);
lype and packaging of the passive cooling systems;

¢xpected'duration of effectiveness cooling material before recharge.

cedures for

ation kept on
including the

Where applicable, the refrigerated delivery service provider shall provide documented procedures in
the form of an operational manual for the following aspects of cooling material cold stores used in the
refrigerated delivery service operations:

a)
b)

d)

use and operation;

operational temperature;

NOTE1 Thisis below the freezing temperature of the cooling materials.
temperature monitoring when in operation;

maintenance schedule and record;
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f)

cleaning schedule and record;

defrost.
NOTE 2

with the

Cooling material cold stores operate within, or below, applicable freezing temperatures in order
to freeze the cooling materials. To function correctly, the frequency of defrost is conducted in accordance

manufacturer’s instructions, or advice sought from the manufacturer, where appropriate.

11 Staffing

11.1 Traini

The refrigerated delivery service provider shall design, document and provide relevant, tra

DEOCSED

ramino
PrIUgrariitinT

ning

programmep for new staff members engaged in the refrigerated delivery service operatioms in

operation sites.

As a minimy

a) workin

b) workin

c) useofr

d) useofr

e)

f) conting
breakdd
10.2.1);

g) custom

h) awaren

The refriger

Each emplo}

training.

When a nev
shall retain

11.2 Addit

The refriger

a)
b)
‘)
d)

handling and transferring refrigerated parcels, where applicable (see 10.2 and 10.3);

m, the training programme shall cover:

structions (see 10.1 and 10.2);

tructions for transferring refrigerated parcels (see 10.3);

elevant cold stores (see 10.6, 10.8);

plevant refrigerated vehicles (see 10.4, 10.5, 10.7 and 1:h3);

ency plans for problems within the refrigerated delivery service (for example, cold
wn, service transport temperature breaches and manual errors) (see 5.3, 9.3.1, 9.5.1

br service procedures and behavioufs; if applicable (see 4.1 and 4.4);
bss raising regarding hygiene and’sanitation.
ated service provider shall jetain training records and be aware of the relevant regulat

ee in contact with chilled or frozen parcels shall receive appropriate food-safety re

i staff membet has completed the training programme, the refrigerated service pro
training recotds and be aware of the relevant regulations.

ional training

store
| and

ions.

lated

vider

ated delivery service provider shall provide additional training or repeated training w

here:

there is

a change to the refrigerated delivery service attributes or operations;

there are new processes or procedures introduced in the refrigerated delivery service;

there are new cold stores or there are new refrigerated enclosures; or

a staff member is underperforming.

11.3 Staff members responsible for driving

The refrigerated delivery service provider shall, as a minimum:

a)

22

request that potential staff members involved in driving activities provide evidence of their valid

driving

licence prior to being offered a position; and
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b) check that the driving licences of the staff members involved in driving activities are valid on an
annual basis;

c) provide initial and regular update training for drivers for this specialised activity;
d) provide manufacturers’ instructions on the operation of the temperature-controlled equipment.

If the driving staff members are engaged in activities other than driving, refer to 11.1 for the contents
of the programme to be covered.

NOTE Attention is drawn to national and local legislation regarding driving licences.

12 ll/[onitoring and improving the refrigerated delivery service

12.1 Transport network

The refrigerated delivery service provider shall have a system in place to Pecord and monitor the
following:

a) the number of refrigerated parcels delivered through the transport network and eag¢h operation
gite daily (see 5.3);

b) the identification number of each refrigerated parcel (see7:2);
c) thelocation of each refrigerated parcel (see 5.1);

INOTE When a refrigerated parcel is at the wrongdeeation, it can be relocated through the system.
d) the designated destination (for example, geographical code) of each refrigerated parcel;
e) the size and/or mass of each refrigerated-parcel;

f) the time and date of acceptance of each refrigerated parcel;

g) the time and date of delivery to.the designated destination of each refrigerated parcel;

h) the total time taken for(each refrigerated parcel delivery from acceptance to arfival at the
designated destination;

i) the temperature 6f)the refrigerated enclosures within which the refrigerated | parcel has
Ibeen transported-since acceptance from the delivery service user, and, where applicable, the
¢nvironmental\temperatures during transfer times;

j) mon-delivexies of refrigerated parcels.

12.2 Deélays and non-deliveries within standard delivery timescales

Where there is a consistent or rising pattern of refrigerated parcels not arriving at the designated
destination within the standard delivery timescales (see 4.6.6), the refrigerated delivery service
provider shall investigate the cause of the delays or non-deliveries.

Where issues and root causes are identified, a course of action shall be created and followed in order to
rectify them.

NOTE This prevents the accumulation of undelivered refrigerated parcels at specific parts of the transport

network or prevents a problem from recurring. The specific conditions under which investigations are started
are defined by the refrigerated delivery service provider.

© IS0 2020 - All rights reserved 23


https://standardsiso.com/api/?name=dc416c2732f8f5173f7c0d27eaffce00

IS0 23412:2020(E)

12.3 Temperature monitoring and temperature recording of the transport network

The refrigerated delivery service provider shall define and classify the level of refrigerated delivery
service temperature monitoring and temperature recording in accordance with 12.3.1 and 12.3.2.

The level of temperature monitoring and temperature recording shall be expressed using symbols
specified in 12.3.1 and 12.3.2.

The refrigerated delivery service provider shall document the temperature monitoring and temperature
recording and its result and retain them.

Note 1 The refrigerated delivery service provider can demonstrate the level of temperature monitoring
and temperafure and its result to the interested parties such as delivery service users to demonstrate that the
provided seryice is temperature-controlled.

Note 2 The refrigerated delivery service provider can include the level of temperature monitoring and
temperaturerecording in work instruction or operational manual or instruction.

EXAMPLE Ag§ an example of the expression of temperature monitoring and temperature recording, the sqrvice

provider dec]des that the level of temperature monitoring and recording is B and 2 respéctively (see 12.3.]l and
12.3.2). The gxpression is TM:B, TR:2.

12.3.1 Tenpperature monitoring

The temperature monitoring of the refrigerated delivery service shall be classified in accordance|with
Table 1.

For further Information see A.3.2. and A.3.3.

Table 1 — Temperatufe monitoring

Classificatjon Description

TM:A Temperature monitoring of the refrigerated enclosures, temperature-controlled
environments and non-temperagure-controlled environments to which parcels are expoged
is continuous throughout the entire refrigerated delivery service process, including during
transfer times.

TM:B Temperature monitoring of the refrigerated enclosures and temperature-controlled
environments is continuous throughout the refrigerated delivery service, except during
transfer times within non-temperature-controlled environments to which parcels are
exposed

TM:C Temperatdre-monitoring of the refrigerated enclosures and temperature-controlled
environineiits is carried out at identified points throughout the refrigerated delivery
service;but is not continuous.

NOTE Sde 9.3.2 regarding cold stores.

If the refriggrated delivery service is classified as TM:C, the refrigerated delivery service provider(shall
implement some additional process. The process needs to describe tests that shall be done frequently
on representative samples of the means of transportation (for example, putting a disposable sensor
once a month in a small number of mobile enclosures from each category) (see 12.4).

For further information see A.3.2. and A.3.3.

12.3.2 Temperature recording

The temperature recording of the refrigerated delivery service shall be classified in accordance with
Table 2.
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Table 2 — Temperature recording

Classification Description

TR:1 Temperature recording of the refrigerated enclosures, cold stores, temperature-controlled
environments and non-temperature-controlled environments to which parcels are exposed
is continuous throughout the entire refrigerated delivery service process, including during
transfer times

TR:2 Temperature recording of the refrigerated enclosures, cold stores and temperature-controlled
environments is continuous throughout the refrigerated delivery service, except during trans-
fer times within non-temperature-controlled environments to which parcels are exposed

TR:3 Temperature recording of the refrigerated enclosures, cold stores and temperature-con-
trolled environments is carried out at identified points throughout the refrigerated delivery
service, but is not continuous

For further information see A.3.2. and A.3.3.

12.4 Temperature control within the transport network

The [refrigerated delivery service provider shall conduct testing ofcthe’ temperature dontrols and

proc

The
serv
such

Whe
delivi
shall

For f]

12.5

The
dutie
instr
delivi
with

In th
safet

NOTH
study

The

psses within its refrigerated delivery service a minimum of once.a'fiionth.

fesults of these tests shall be retained for a minimum of&2 months, the refrigera
ce provider should be aware of applicable legislation oryregulations covering the pe|
documents are to be maintained.

re the results of the tests demonstrate vulnerabilities or inconsistencies in the
ery service temperatures that exceed the service transport temperature, further i
be undertaken and remedial action taken.

urther information, see A.5.1.

Quality controls of refrigerated-delivery service operations

Fefrigerated delivery service provider shall implement procedures for checking that]

uctions, operational manuals and other activities conforming to Clause 10. The
ery service provider,shall define the criteria, method and frequency of each check in
the work instructipns{see 10.2) and operational manuals (see 10.4 to 10.8).

e event that one,of the parcels contains food products, risk analysis shall be conductg
y for the conSumer.

Thérefrigerated delivery service provider can conduct a hazard analysis and critical p
to characterise the hazards and identify the relevant means of control.

ésults of the risk analysis shall be recorded in documented information. They shall

ted delivery
riod of time

refrigerated
hvestigation

the correct

s (i.e. cleaning, maintenanee:of cold stores) have been carried out in accordance with the work

refrigerated
accordance

bd to ensure

bint (HACCP)

be reviewed

regu
the a

arly according to a written schedule, as well as every time the cContext changes in a way
ctivity and food safety.

that affects

Where errors or defects are identified from the results of the checks, further investigation or corrective

actio

NOTE

n shall be undertaken.

In many cases, the responsible person (see 5.4.2) is likely to be responsible for carrying out the

checks. Where appropriate, the results of the checks are documented (for checks regarding cleaning, for example,
documentation might not be necessary).
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Annex A
(informative)

Additional guidance for use

A.1 Refrigerated delivery service definition and communications

A1.1 Add

Agreeing to
by placing a
provider. It
service desq

A1.2 Add

Packaging d
refrigerated
contaminatij
where the ¢

regarding the need to protect the contents of the refrigeratedparcel and that further information

be sought b
services (se

Refrigerated
pre-frozen
refrigerated
refrigerated
temperaturg
for the deliv|
parcel was K
service proy

A.1.3 Add
and hours

The busined

itional guidance on the name of the refrigerated delivery service

h order online, or in person where the parcel is accepted by the refrigerated.service del
should be clearly understandable from the refrigerated delivery servieehame or del

itional guidance on the accepted terms and conditions for refrigerated pat

onditions might include, for example, that the delivery set¥ice user should packag
parcel in clean, secure wrapping that contains no te€ars, prevents leakage and c

ontents of the refrigerated parcel have a strong édour. Advice could also be proy

y the delivery service user through the refrigerated delivery service provider’s cust
b 4.4).

| delivery service providers should request that refrigerated parcels are pre-co
by the delivery service users prior to handing over their refrigerated parcels tq
delivery service provider. The.pre-cooling/pre-freezing conditions requested by

e of the refrigerated parcel upon handover to the refrigerated delivery service provid
bry service user to specifythe'temperature and length of time within which the refrige
eptin a temperature-cantrolled environment prior to handover to the refrigerated del
ider.

s days afid hours could be published depending on when the refrigerated delivery se

ription that the transport provided is not within an ambient temperature environment.

use a refrigerated delivery service and accepting all the terms and conditionsCould be nade

very
very

cels

b the
ross-

on to other refrigerated parcels, and packaging that also prevents odours from escaping,

rided
may
bmer

pled/
the
r the

delivery service provider might, for example, be for the delivery service user to confirin the

oI, oI
rated
very

itional guidanee on the refrigerated delivery service operation business days

rvice

operates, for example, 24 h a day, 7 days a week; Monday to Friday from 9:00 am to 5:00 pm; or

365 days a

ear:

Where the 1

efrigerated delivery Service provider accepts a refrigerated parcet but does not tea

e the

acceptance location on the same day, the delivery service user should be made aware of the day/time
that the refrigerated parcel is scheduled to depart.

For example, if a refrigerated parcel is accepted after the last refrigerated vehicle of the day has
departed, it might not leave the acceptance location until the following day, or, for example, if the
refrigerated delivery service provider only provides the refrigerated delivery service on three days a
week but accepts refrigerated parcels on five days a week, the refrigerated parcels might remain at the
acceptance location on non-delivery days.

26

© IS0 2020 - All rights reserved


https://standardsiso.com/api/?name=dc416c2732f8f5173f7c0d27eaffce00

IS0 23412:2020(E)

A.1.4 Additional guidance on the non-delivery of refrigerated parcels, including holding
times, returns and recalls

In the case of recipient absence, the refrigerated delivery service provider might, for example, offer the
re-delivery of the refrigerated parcel or collection by the recipient at an operation site. Where this is
given as an option, the latest date for re-delivery or collection should be given.

It is normal practice for the refrigerated delivery service provider to define compensation in the
event that refrigerated parcels are damaged, go missing, or are not delivered at the service transport

temperature or within the conditions offered by the refrigerated delivery service provider.

A reg

whic|

retuf
the d

beca

A2

A.2.

The glocumented information might be in the form of an invoicé€ or"shipping form.

It is

nam
offer
ther

It is
refri
to sp

A.2.]
encl

For t

Whe
cold
the n

It is
insul
refri
to lo

alted-refrigerated-pareeHs-one-which-is-nthe-proeess-of-being-transported-to-ther
h has been requested by the delivery service user not to be delivered to the recipients,
ned to the delivery service user. This might be because the refrigerated parceldoes
orrect contents, or it has been sent to the wrong recipient, or it is not of the correg
1se the recipient does not want the refrigerated parcel, for example.

Refrigerated parcels

| Additional guidance on the labelling, marking and visible information

important to label or mark a refrigerated parcel with:the service transport temper
e of the refrigerated delivery service, especially when the refrigerated delivery serv
s refrigerated delivery services for different serwice transport temperatures, as this
efrigerated parcels from being handled withinthe wrong service transport temperatu

recommended that, where practicable, the marking or labelling is consistent acros
perated parcels in a refrigerated delivery@ervice and placed on the most visible surface. ]
eed up the location of specific refrigerated parcels within the refrigerated delivery servi

A

Additional guidance on transferring of refrigerated parcels into a refrigg
josure or cold store

he relevant definition of transfer, refer to 3.19 a).

h placing refrigeratedparcels on, or near, other refrigerated parcels in a refrigerated
Store, it is impor€ant to prevent damage from being caused to any of the refrigerated p4
hass of other refvigerated parcels, the fragility of a refrigerated parcel, or careless han

advisable\to consider using additional refrigeration protection, such as insulated
ated blanKets and/or additional cooling materials, when transferring a refrigerated pa
berated-enclosure or cold store. This should be based on a number of factors such as th
hd g refrigerated parcel into the refrigerated enclosure or cold store, and the temper

ecipient, but
and instead
not contain
t quality, or

hture or the
ice provider
can prevent
re.

s all of the
'his can help
ce system.

brated

bnclosure or
rcels due to
Hling.

containers,
rcel into the
b time taken
ature of the

outs

deairtwhichcoutd bedependent o time of yearand-tocation):

A.2.3 Additional guidance on the transferring of refrigerated parcels between
refrigerated enclosures and/ or cold stores

Fort

he relevant definition of transfer, refer to 3.19 b).

Attention is drawn to national legislation and regulations which might affect the transfer requirements
of different types of refrigerated parcels.

It is advisable to consider using additional refrigeration protection, such as insulated containers,
insulated blankets and/or additional cooling materials, when transferring the refrigerated parcels
between refrigerated enclosures and/or cold stores. This should be based on a number of factors
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