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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.
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Introduction

Faced with the impact of the outbreak of the COVID-19 pandemic, related delivery platforms (including
food delivery and grocery delivery) launched a "contactless delivery" service. Contactless delivery
services have made a substantial contribution to the health and safety of consumers and couriers
during the pandemic.

This document aims to improve transparency and understanding between consumers and delivery
service providers and to promote the transformation of service standards and operation models. This
document aims to enable couriers provide better value for consumers and reduce risk in the delivery
service process This document aims to help enhance the effectlveness of the dehvery industry and

[ ' rofessionalism

This dpcument is based on good practices from the delivery industry. It includes recommendations to
use cohtactless delivery services, based on research and the experience of a-wide range of delivery
platforjms, merchants, couriers, other service providers and their consumers;

This gliidance in this document is written from the perspective of couriers. It applies fjo all couriers,
whoevgr they are employed by, including delivery platforms, retailers@nd restaurants.

This dgcument focuses only on the delivery service for material gbjects. [t applies to courigrs, consumers
and mgrchants, not to the delivery platform internal management.

This dpcument supports the implementation of the United Nations Sustainable Development Goals
SDG3 ((Good Health and Well-Being), SDG8 (Decent Wotk and Economic Growth), SDG1]l (Sustainable
Cities gnd Communities) and SDG12 (Responsible Consumption and Production).
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Guidelines for contactless delivery services

1 Scope

This document provides general guidance on issues to be considered in standards related to contactless
delivery services. It covers general principles, roles and responsibilities, delivery methods, service
processes, quality control and improvements to be put in place to execute contactless delivery services.

This dgcument applies to

— ingtant delivery, which generally applies to the retail, catering and medical sectors (injcluding online
fogd delivery, grocery delivery and medical supplies delivery); and

— lagt-mile delivery with intermediate transfer, which generally applies.to~express anfd e-commerce
fields (referring to the last-mile delivery of parcels).

This dgcument does not apply to cold chain logistics.

2 Normative references

There are no normative references in this document.

3 Tdrms and definitions
For thd purposes of this document, the following terms and definitions apply.
ISO andl [EC 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-athttps://www.electropedia.org/

3.1
courier
membeér of the service,-personnel who accepts and checks consumer (3.10) orders (3.4) through the
deliverly platform er-the merchant (3.7) and who deposits the ordered goods (3.8) in the designated
locatiop

Note 1 fo entry:The courier is a delivery person who works for the delivery service platform or the merchant.

3.2
contactless delivery

delivery of goods (3.8) to the consumer (3.10) or recipient without direct contact or human involvement
throughout the delivery process, in order to reduce the risk of occupational exposure of the courier
(3.1) and to ensure the safety of the consumer and the courier

Note 1 to entry: Delivery without direct contact generally refers to courier delivery.
Note 2 to entry: Delivery without human involvement generally refers to autonomous last-mile delivery (3.11).

3.3

instant messaging

communication between two or more people on the internet by means of real-time text messages, files,
voice, call and video

©1S0 2022 - All rights reserved 1
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3.4
order

transaction information or delivery service demand information for online-purchased goods (3.8)

3.5

delivery service provider
company or organization that provides delivery services

EXAMPLE

Delivery service platform operator (3.6); merchant (3.7) on the delivery service platform;

delivery equipment operator.

3.6

related

de]ivery service plaffnrm gperator

organization

3.7
merchant
individual or
sector

Note 1 to entry
It can also deliv

Note 2 to entry
delivery" and '
pick up the go
platform will p

3.8

goods

items or mat
processed, ha

[SOURCE: ISO

39

smart locker
self-service eg
deposit goods
or parcels

Note 1 to entry

Note 2 to entry]
food and cateri

3.10

r legal entity that operates a delivery service platform

The merchant can use the delivery service of the platform to deliverthe goods to the con
er the goods to the consumers itself.

: For example, the online food delivery segment includes thé\categories "merchant-to-co|
platform-to-consumer delivery". Merchant-to-consumer delivery means that the merch
ds and directly deliver them to the consumer. Platform:to-consumer delivery means f{
ck up the goods from the merchant and deliver them tothe consumer.

erials that, upon the placement of a purchase order (3.4), are being manufa
ndled or transported within the supply chain for delivery to a consumer (3.10)

28001:2007, 3.11, modified]

uipment located in a publicly accessible area, used by the delivery service provider
(3.8) or parcels (3.12).and accessible to the consumer (3.10) to take collection of th¢

Smart lockers)generally include smart parcel lockers and smart food lockers.

A smartfopd locker is an intelligent service facility that provides short-term access sery
hg in thecontext of online food delivery.

brganization that supplies goods (3.8) for consumers (3.10) online in the-instant delivery

pumers.

nsumer
hnt will
hat the

ctured,

3.5) to
e goods

ices for

consumer

person who initiates the delivery service order (3.4) request to the platform or the merchant (3.7) and
who receives the order

3.11

last-mile delivery
final step in the journey of goods (3.8) from the distribution location (3.13) to the consumer (3.10)

3.12
parcel

physical package that is mailed or shipped

© IS0 2022 - All rights reserved
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3.13

distribution location

last-mile delivery (3.11) hub that integrates the functions of receiving, temporary storage, distribution
and special operations and that ships goods (3.8) out to the final destination

4 General principles

4.1 Avoidance of physical contact

Physical contact is avoided between couriers and consumers or people who have potential contact
opportunities with couriers when picking up goods from the merchants or in the distribution locations.

4.2 Integrity

Delivery services are conducted in an honest, respectful and courteous mannen,.taking into account the
interedts of consumers, and are communicated accurately.

4.3 (apability

Couriefs should have received special training for contactless delivery services and should have passed
the coffresponding assessments.

4.4 Health, safety and environment

The hdalth and safety of consumers and couriers ;and their environmental expectatipns are given
prioritl at the operational level.

4.5 (onfidentiality and privacy

Personfal information should be treafed in a confidential manner, respecting the privacy of the
consurher. Privacy and data security can be subject to legal requirements.

4.6 Visualization and traceability

Health| information and_theé-treal-time location information of the courier should be yisualized and
traceable. Visualizatiomrand traceability can be subject to legal requirements.

5 Rgle andresponsibility

5.1 Il)elivery service platform operator

5.1.1 Delivery service platform operators should offer consumers the option or reminder of
contactless service when they place orders and indicate the service procedures and corresponding
service prices.

5.1.2 Delivery service platform operators should tell consumers exactly what to expect when their
order reaches their designated location, as well as the safety measures the couriers will take to effect
contactless delivery. There should be a capability within the platform or an opportunity for consumers
to indicate contactless delivery instructions or arrangements.

5.1.3 Delivery service platform operators should have a functional online payment system. Payments
may be completed upon confirmation of the order or when the delivery has been made. When it is
unavoidable as many societies are still cash-based, there needs to be a payment process which avoids
physical contact.

©1S0 2022 - All rights reserved 3
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5.1.4 Delive

ry service platform operators should manage proof of delivery digitally.

5.1.5 Delivery service platform operators should establish facilities and equipment management
systems to meet the requirements of contactless delivery services and privacy, safety and health
requirements.

5.1.6 Delivery service platform operators should establish a contactless delivery management system

in accordance

with the requirements of 8.1.1.

5.1.7 During epidemics and seasons prone to infectious diseases, consumers should be reminded to
use contactless delivery services when accepting orders.

5.2 Merch:

5.2.1 Merch
limited to, sta

5.2.2 The p
requirements

5.2.3 Merch|
seamlessly w
contactless de

5.2.4 Packiy
risk of damag

5.3 Courie

5.3.1 Courig
use of persona
and sanitising
security can b

5.3.2 Courisg
assessments.
5.3.3 Courid

for each delivd

int

nts should have a corresponding contactless delivery service system, including,
ff, facilities and equipment, measures and service procedures.

erson who handles food for delivery should meet the local corresponding

ants should give proper training to their courier {te enable them to commy

livery in the best interest of themselves and consuriers.

g requirement for goods should depend on both long distance and short distance t
ng and contamination.

rs should be aware of healthirequirements concerning the hygiene of food handls
| protective equipment (RPE) when delivering the goods, including regular hand cl
) and the proper wearing of gloves and a face mask during the pandemic. Hea
e subject to legal requirements.

rs should receive-special training on contactless delivery services and pass corresp

rs should perform health monitoring before delivery and should record body tempé
ry.

but not

health

inicate

th consumers and educate them about the importance of following the guidelines of

p avoid

ers, the
eaning
th and

onding

brature

5.4 Related delivery equipment operator

Relevant delivery equipment operators should obtain corresponding business licenses.

6 Delivery methods

6.1 General

The delivery service provider should choose the appropriate delivery method based on consumers'
requirements, according to the characteristics of each delivery method, combined with factors such as
the type of goods, delivery distance and delivery location.
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6.2 Courier delivery

6.2.1 Depending on consumer requirements, after communicating with consumers, the couriers
should deposit the goods in an agreed designated location, so that goods can then be picked up by
consumers themselves.

6.2.2 There are two types of designated locations:
— doorstep/door, lobby or another pick-up point;

— alternative fulfilment methods, e.g. smart lockers.

NOTE Smart lockers allow goods to be picked up in a dedicated space. Smart lockers can ©n)y be opened by
consunjers with the corresponding order access code. Consumers simply scan the code and-the 1¢cker will open.
Once they take the goods and close the door, the process is complete.

6.3 Autonomous last-mile delivery

6.3.1 | There are three scenarios for the autonomous last-mile delivery:
— delivery drones;

— delivery robots;

— drjverless or self-driving vehicles.

Autongmous last-mile delivery should follow road or«ir and safety rules.
6.3.2 | Delivery drones deliver goods by air bring down or drop the goods.

6.3.3 | Delivery robots, which are equipped with 3D sensors and a camera, use ultrajviolet light to
disinfelct after every trip.

6.3.4 | Driverless or self-driving vehicles are artificial intelligence (Al) enabled and operpted remotely,
passing along main roads or other designated streets.

7 Service process
7.1 Instant delivery

7.1.1 | Ceurier delivery

7.1.1.1 Placement of an order by the consumer

The consumer can directly require a contactless delivery service upon placing an order. The consumer
can specify the goods deposit location in the remarks or communicate with the courier to request
contactless delivery after the order is accepted and specify the goods deposit location.

Order information should include, but not be limited to, the following:
— delivery service time;
— basicinformation, e.g. the category, mass and quantity of the goods;

— the geographical location and contact information of the consumers (including order initiators and
recipients).

© IS0 2022 - All rights reserved 5
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7.1.1.2 Reception and preparation of the order by the merchant
Once the merchant receives the order, the consumer should be notified of the order information.

After receiving the order, the merchant should immediately prepare the order and arrange delivery, as
well as adopt safety protection measures for the delivered goods.

If the food is delivered, the merchant should seal the food container or packaging to prevent intentional
or accidental opening during the delivery process and meet the requirements of the contactless delivery
service system.

7.1.1.3 Acceptance of the order by the courier

After the cou
delivery, the g
the deposit lo
contact should
to determine t

After the platf]
is valid, it sho
The platform
information) &

The platform
merchants or

7.1.1.4 Coll

Couriers shoy
according to t
delivery servi

71.1.5 Com
The courier c3

The courier sh
by instant me
consumer to ¢

rier accepts the order delivery information, if the consumer chooses to use eont
ourier should contact the consumer through instant messaging or telephone'to c
cation of the ordered goods. If the consumer does not choose to use contactléss d
| be made with the consumer to recommend the use of a contactless delivery serv
he deposit location of the ordered goods.

orm receives the order information from the courier and confirms that the courier

hould provide the consumer with key information (e.g. the,name of the courier,
nd related delivery fees and payment methods.

should set up automatic order cancellation rules. Eor'orders that are not answe
couriers within a certain period, the platform can aiitomatically cancel orders.

ection of the goods by the courier

1d collect the goods at the contactless pickup location designated by the me
he order information and deliver the_goods based on the requirements for con
Ce after confirming that it is correct:

pletion of the delivery by.the courier

n inform the consumer(ofithe upcoming arrival through instant messaging.

Esaging or telepliene that the delivery has been completed. The courier should ady
pllect the goods as soon as possible.

The courier should standfat least 2 m away from the goods when waiting for the consumer to

the goods.

The courier s
information o

delivery of the goos.

actless
onfirm
blivery,
ice and

s order

uld inform the courier and the consumer of the successful erder matching inforination.

rontact

red by

rchant
actless

ould put the goodsiinthe location designated by the consumer and inform the cofisumer

ise the

bick up

bcation

rm the

If a smart locker is used, after the goods are put in the smart locker, the courier should immediately
send the pick-up information (including any smart locker access code) to the consumer via text or
instant message.

7.1.1.6 Reception of the goods by the consumer

After being notified by the courier that the goods have been deposited, the consumer goes to the
designated location to pick them up. This completes the delivery service.

NOTE1 AnnexA provides examples of the contactless delivery service process.

NOTE 2  For online food delivery, Figure A.2 illustrates the specific service process when using smart food
lockers.

6 © IS0 2022 - All rights reserved


https://standardsiso.com/api/?name=6f32ed5a6695a66754fe503f342b02c7

7.1.2

IWA 36:2022(E)

Autonomous last-mile delivery

71.2.1 After communicating with consumers, the delivery service provider should confirm the
delivery time and delivery location with consumers who choose to use autonomous last-mile delivery.

7.1.2.2 Therelevant operators should load the goods or parcel(s) that need to be delivered, advise the
consumer of the start of the delivery of the order and indicate the estimated delivery time and location.

7.1.2.3 Autonomous delivery vehicles deliver goods to the designated location via the established
route and inform the consumer of their arrival.

7.1.2.4] The consumer picks up the goods at the designated location.

7.1.2.5
deliven

The autonomous delivery vehicles return via the established route: .This
y service.

7.2 lLast-mile delivery with intermediate transfer

7.2.1

After 1
parcel
station

7.2.2

The pr

Courier delivery

eceiving the delivery order, the courier should go to\the distribution station {
s). The courier should avoid direct contact with the’driver and the staff at th
. The delivery should be completed in accordance with 7.1.1.3 to 7.1.1.6.

Autonomous last-mile delivery

bcess is the same as in 7.1.2.

8 Quality control and improvément

8.1 Delivery platform

8.1.1
The pl

Quality control system

htform should establish a complete quality control system to guarantee courier s

including, but not limited to, the following:

— CO

— da

iriers mapnagement (e.g. courier tracking, operation guidance and training);

ly order completion monitoring;

rompletes the

0 pick up the
e distribution

ervice quality,

— un

Xpected abrormal data TonitoTing;

— project implementation control;

— ris

k management and data control;

— key performance indicator management;

— sanitization of the package before deposit in the locker.
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8.1.2

Information service and protection

8.1.2.1 The platform should have information service functions supporting the implementation of a

contactless de

tips for co

livery service. These functions should include, but not be limited to, the following:

selection of delivery method;

ntactless delivery;

settings of remarks column;

instant messaging;

confirmat

8.1.2.2 Aninformation security protection system should be established to strengthenthe pro

of personal in

8.1.3 Intell

The platform
for couriers :
vehicles, dron
and used as rq

8.1.4 Ongo

There should
premise of sa
basis of feedb

8.1.5 Excep

Handling met
are not limite

correspor|
assistance

for relate
platform;

ion of delivery completion.

formation security and privacy.

gent devices

thould have facilities and equipment to meet the demand for contactless delivery
ind consumers (e.g. intelligent dining cabinets, containers, driverless or self-
bs and other intelligent devices). The facilities and equipmient should be properly s
quired.

ng evaluation and improvement

be a management system to handle complaints from consumers and couriers,
feguarding the interests of both parties. Further improvement should be made
hck from both parties after handling.

tion handling

ods for exceptions (e.g. fordamaged, lost and incorrect delivery of the goods) incly
to, the following:

ding processing precedures, mechanisms and guarantee measures;
e of the consumer’service department in contacting the courier for confirmation;

 issues sughras product loss and incorrect delivery, provision of compensation

establish

¢

and merchants.

g asdfeguard mechanism for the rights and interests of consumers, couriers, distr

tection

service
{riving
blected

on the
on the

de, but

by the

butors

8.1.6 Visualization and traceability

The following tools can be used to assist in the visualization and traceability of the health and safety

process.

etc.) is recorded on the merchant safety card.

disinfection information of the delivery equipment.

Visualization and traceability can be subject to legal requirements.

Merchant safety cards: The health information of commodity contacts (including packers, couriers,

Courier safety cards: The courier safety card shows the body temperature of the courier and the
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8.2 Couriers

8.2.1 Service specification

Couriers should comply with the management and control requirements for the integrity of goods,
the punctuality and accuracy of delivery, and standard operation during the stages of the contactless
delivery service on the platform.

8.2.2 Service method

8.2.2.1 Couriers and consumers should agree on the service method on the platform. Couriers should
actively recommend consumers to use contactless delivery services.

8.2.2.2 Couriers should clean and disinfect the delivery boxes or bags before goingto work every day.
Couriefs should clean delivery boxes or bags in time after contamination and-disinfect 1f necessary. If
an infectious disease epidemic occurs, the frequency of cleaning and disinfeetion should be increased.

8.2.3 | Emergency response

During the delivery process, in case of unexpected situations (e.gséommunity closure, rpad blocking),
after taking self-protection measures, the courier should immediately suspend the delivefy and contact
the head of the distribution station and consumer service départment, in order to confitrm whether to
terminfate or continue the delivery task, depending on the actual situation.

©1S0 2022 - All rights reserved 9
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Annex A
(informative)

Examples of contactless delivery service processes

A.1 General service process of instant delivery

Figure A.1 shqws an example of a contactless delivery service process delivered by a courier in [nstant
delivery.

Congumer Platform Courier Merchant
Places ah order Order centre Accepts the order A.ccepts ahd
confirms the prder
Does not choose fo]] Chooses to use Prepares thq order
use contactless contactless =
delivery service delivery service Courier goes to
the merchant
Not Proposles Provides confactless
required [T c?ilgia\fetress N pick-up po|nt or
Recommended to Instant A equipmgnt
use contactless ing/teleph d
delivery service messaging/telephone] .
Picks up goods Courier contactlessl

picks up goods

Deposits goods at thd
location designated
by the consumer

Picks up goods
at designated l'nstant <_Infor.n.ls consumer of the_ | Takes photos
location messaging/telephone] ~ speeific placement location

Figure A.1 — Example of general service process of instant delivery

A.2 Servicp process Gsing a smart food locker

Figure A.2 shgws an_éxample of a contactless delivery service process that uses a smart food locker in
online food ddlivery;

10 © IS0 2022 - All rights reserved
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Figure A.2 — Example of service process using a smart food locker
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