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The need for next-day mail delivery has decreased due to the 
availability of digital alternatives, allowing longer delivery times 
for physical mail.

The role of PostNL has changed

The role has changed

Post that must be quick Post that can take longer Post that must be quick Post that can take longer



Consumer research

Send a letter or card 
via mailbox less than 

once a month

Are unaware that mail is
 legally required to be

delivered within one day

Find 2-day or longer 
delivery acceptable

70% 78% 79%
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Consumer Research
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Stakeholder Analysis



PostNL has one clear goal,
A ”futureproof post sector”

Accessible Reliable Affordable

For the employees :

Good work
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Value and Goal

For every Dutch citizen:

Accessible Reliable Affordable Satisfaction
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PostNL wants to reduce their costs, and 
keep their already pressured workforce 
happy, BUT they aim to be the #1 
reliable and affordable brand

3 Days 
Delivery

2 Days 
Delivery

Continue current 
operation

We want to be a reliable postal service

Re
du

ce
 lo

ad
 o

n 
la

bo
r a

nd
 c

os
ts

Desk Research Reflection on the solution Reflection on the teamworkSolution

Tension plot

Tension plot
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Summary

• Digital interaction is not accessible for the elderly.

• Legal requirement: One-day delivery.

• Provide reliable postal service while saving labor costs. 

Desk Research Summary



Pick up your mail
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Introduction

Letter is delivered at 
pick-up points, such as 

a local supermarket

Your mail has
been sent

You get notified on 
your phone

Decide when you pick up-
could be the same day



For the public
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For the public

Of people* accept deliveries 
in 2 days or longer

79% Approach mail 
similar to how it 
works for parcels

Get notified with sender 
information and where to 
pick up by PostNL app/ 

SMS/ E-mail

*Survey done for a sample of 1000 individuals



Referring to the elderly, people with disabilities, other vulnerable groups, etc.

Most of them have less digital accessibility

So, they still have their mail delivered home as usual, same price, same service

For the people with less mobility
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For the people with less mobility



Benefits for 
stakeholders
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Benefits for stakeholders



Roadmap

Investigate customer traction Inform changes by adverts, 
mail and social media

Emphasis on exception 
for elderly and vulnerable 
groups

Field Interview Pilot test in a small area
Public communication

campaign
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Roadmap



Hurdles to expect:

Actions to take: Would be discarded in a month or pay an extra price to get it delivered to your home
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Expected Hurdles
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3 Days 
Delivery

2 Days 
Delivery

Continue current 
operation

We want to be a reliable postal service
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Local mail 
pick up point

Reduce costs while guaranteeing one-day access

Vulnerable individuals are taken into account - they 
can still enjoy the same services

Functional and emotional benefits

Quality check

Some individuals might feel left out

Pick-ups not on same day
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Tension plot



Activities
• Comprehensive desktop research before generating ideas
• Design solution based on the segmentation of user
• Discuss solution with the perspectives from stakeholders

Teamwork
• Divided tasks based on individual strengths

Pitfalls
• Design solution rather than fit to values of case holder

Reflection on teamwork
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Based on activities



Thank you



Note

•Public Awareness Campaigns: Launch campaigns to inform the public 
about the changes and the reasons behind them, emphasizing the benefits 
such as cost savings and sustainability.

• Pilot Programs: Implement pilot programs in selected areas to test the 
impact of the proposed changes before a full-scale rollout.



Sources
• https://www.postnl.nl/over-postnl/strategie/

• https://www.postnl.nl/api/assets/blt43aa441bfc1e29f2/blt60936fa8732724e8/65dc26faaf7236040aadb952/postnl-
infographic-over-de-toekomst-van-post-februari-2024.pdf

• https://annualreport.postnl.nl/2023
• Several pages : for facts etc

https://www.norge.no/en/digital-citizen/about-digital-mailbox

https://www.bnnvara.nl/kassa/artikelen/postnl-wil-post-niet-meer-de-volgende-dag-bezorgen

https://www.postnl.nl/over-postnl/strategie/
https://www.postnl.nl/api/assets/blt43aa441bfc1e29f2/blt60936fa8732724e8/65dc26faaf7236040aadb952/postnl-infographic-over-de-toekomst-van-post-februari-2024.pdf
https://www.postnl.nl/api/assets/blt43aa441bfc1e29f2/blt60936fa8732724e8/65dc26faaf7236040aadb952/postnl-infographic-over-de-toekomst-van-post-februari-2024.pdf
https://annualreport.postnl.nl/2023
https://www.norge.no/en/digital-citizen/about-digital-mailbox
https://www.bnnvara.nl/kassa/artikelen/postnl-wil-post-niet-meer-de-volgende-dag-bezorgen


Appendix



Real-word case study

• Neagetive example: The thing in denmark E-BOKS
oScanning in mail is not confidential
oEnforcing technology is not nice.

• Digipost from Norway



First idea: Mobile postal point
- Van moving around in the same community. No house delivery and less delivery man.

Second idea:  Static postal point
- Set up Drop and Pick up point for mail together in the community, People will pick up the mail and send 

mail at the point

Exploration 



Pestel – curent situation





Understand 
values from
postnl





Idea in detail







How stakeholders benefit
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