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DELIVERY COLLECTION DELIVERY AFTER SALES

Customer awaits 
delivery.

App App

App has a ‘trace 
delivery’ button on 
the home screen.

App shows the 
ETA, information 
on the delivery 
and the location of 
the deliverer.

App shows a 
‘cancel delivery’ 
option.

App sends a 
notification when 
the deliverer is on 
his or her way.

The deliverer 
contacts the 
customer when he 
or she needs 
instructions.

If request is not 
matched within 
[X] minutes, the 
request is sent to 
PostNL systems.

Delivery 
request is 
pushed to 
courier 
deliverers.

Deliverer accepts 
delivery request.

Deliverer goes to 
the store.

Delivery 
request is 
pushed to 
people 
nearby.

PostNL employee 
goes to the store.

Delivery request
is matched with a 
PostNL employee.

Automatic 
payment system.

Review is 
processed through 
review system.

Customer receives 
delivery.

Deliverer App

Customer leaves a 
review of the 
delivery.

Deliverer delivers 
delivery.

App shows the 
price of the 
delivered item and 
the delivery costs.

App credits the 
delivery price 
automatically.

App shows an 
‘objection’ button.

App shows a ‘write 
a review’ screen.

App

PostNL employee 
buys the item.

PostNL employee 
travels to delivery 
locaction.

Deliverer buys the 
item.

Deliverer travels to 
delivery location.

Deliverer receives 
payment.

Deliverer receives 
feedback.
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Customer starts 
new delivery 
request.

App App

Customer chooses 
product category.

Customer opens 
Shift.

App

Customer 
indicates which 
item he or she 
wants to receive.

App shows new 
delivery request 
screen.

App shows a price 
indication and a 
delivery time 
indication.

App asks if another 
item should be 
added to the order.

App shows 
example 
categories and a 
search bar.

App shows 
welcome screen.

Customer 
confirms order.

App

App shows a 
‘thank you for 
your order’ 
screen.

App shows 
specification 
parameters for 
item.

Per category 
the important 
specification 
parameters are 
set. 

Current location 
or address should 
be able to be 
indicated through 
Google Maps.

Calculation of the 
estimated delivery 
time.

Calculation of the 
estimated delivery 
costs.

Delivery re-
quest is matched 
to deliverers’ 
locations and 
delivery planning.

App shows 
home screen.

App

Customer 
indicates when he 
or she wants to 
receive the item.

App App

Customer 
indicates how the 
delivery should 
take place.

Customer views 
delivery overview, 
price indication 
and delivery time 
indication.

App shows 
parameters for 
delivery time.

Customer 
indicates where 
the item should be 
delivered.

App

App shows 
parameters for 
delivery location.

The default 
delivery location 
setting is ‘home’.

The default 
delivery time 
setting is ‘ASAP’.

The default 
delivery mode is 
‘by courier’ and 
‘regular delivery’.

App shows 
parameters for 
how the delivery 
should take place.

App shows the 
delivery overview.

App

The courier awaits a delivery order or is delivering the previous delivery order.

The neighbor deliverer is going about his or her day.

The PostNL driver delivers parcels as usual. The PostNL courier awaits a delivery 
order or is delivering the previous delivery order. 

The courier awaits a delivery order or is delivering the previous delivery order.

The neighbor deliverer is going about his or her day.

The PostNL driver delivers parcels as usual. The PostNL courier awaits a delivery 
order or is delivering the previous delivery order. 
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USER INTERFACE DESIGN

To provide a holistic view on the service, i.e. from the perspective of PostNL and the perspective 
of the consumer, attention must be paid to how consumers experience Shift. About 90% of the 
interaction between the consumer and Shift takes place through the app. Therefore, the customer 
experience is largely dependent upon how the consumer experiences the usage of the app.

UI wireframes are designed that focus on the functionalities of the app and provide a glimpse 
of the look and feel of the app. The screens that are essential to placing a delivery order and 
receiving that order were developed. The most important starting point for the interface design is 
that it should be clear and intuitive.

SERVICE BLUEPRINT

Next to a user interface design, Shift’s service blueprint was developed. A service blueprint 
provides a visual overview of all elements that constitute a service. It helps people in different 
areas of the organization see the bigger picture behind the service. The service blueprint 
serves two purposes: 1) providing a holistic yet high-level view on all the actions and processes 
that underlie the service based upon a customer journey and 2) providing PostNL with a 
communication tool that guides and evokes discussion with other teams and expert groups. The 
service blueprint framework entails the following layers: physical evidence, customer actions, line 
of interaction, frontstage actions, line of visibility, backstage actions, internal line of interaction 
and support processes.

PROJECT BRIEF

PostNL would like to add a delivery service to their portfolio that enables them to build a direct 
payment relationship with the consumer. This delivery service should focus on the ‘reception’ 
part of a parcel delivery. The assignment was formulated as: “Design a delivery service from the 
perspective of a specified target group that PostNL can ask money for. The willingness to pay 
(WTP) for this service needs to be researched.” A service blueprint, user interface design and 
strategic roadmap have been developed for the new delivery service Shift.


