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Subject: Improving the control and execution of the mail and parcel collection process 
under uncertainty in collection volume 

As the largest postal company in the Netherlands, PostNL is responsible for the shipment of a total of 
156 million parcels and 2,4 billion pieces of mail in the last year. The delivery process of these postal 
items consists of a number of steps, the first of which is the collection. The collection process is 
defined as all handlings and activities that occur between a customer of PostNL having an item ready 
to be shipped, and the first sorting and processing step of that same item at a location of PostNL. 
Specifically, this means that vehicles of PostNL are assigned a route that stops at the different 
customers. Here, an agreed upon volume of items is collected within a specific time window of 
between half an hour and two hours. 

While the collection process is operational without immediate problems, it is unclear if it still matches 
with the demands and requirements of the market. Next to that, there is no clear insight as to how 
well it performs, both from the perspective of PostNL, as well as the customers themselves. 
Given the growth of the number of webshops and the increased competition among them, it is 
expected by PostNL that customers require collection to be performed in ever smaller time windows 
and at later moment of the day, which is not possible with the current process. Next to that 
employees notice that vehicle fill rates are not always as high as was expected, indicating possible 
improvements to the process. 

By applying the Delft Systems Approach to analyze the current process as well as studying relevant 
literature, a proposal should made as to how to improve the performance of the collection process. 
Where possible, these gains should be quantified using for example a simulation model. 
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Your assignment is to evaluate the requirements and the current performance of the collection 
process (both from the perspective of PostNL as well as its customers) and to propose improvements 
to the control and execution of the collection process at PostNL, quantifying were possible the 
achievable gains. 

The report should comply with the guidelines of the section. Details can be found on the website. 

The professor, 

Prof. dr. ir. G. Lodewijks 












































































































































































































































































