
MATERIAL FOR ASSESSMENT EXERCISE I 

UNIT 4.2: COMPANY PROFILE 

 

1. Open the Excel file “CENOFIA Analysis Tool” and go to working sheet 

“Company Profile” 

2. Read though the following material and try to answer the questions in the 

CENOFIA Analysis Tool.  

You have 15 minutes to complete this exercise. 

 

The material provided is part of the Deutsche Post DHL - Corporate Responsibility 

Report 2017. 
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contained therein. 
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THE GROUP

Business model  G4 3 - 9, 12 - 14, 34 

U Deutsche Post DHL Group is a logistics and mail com-
munications provider. At locations in over 220 countries 
and territories worldwide, our workforce of around 520,000 
employees generated revenues of €60.4 billion and EBIT of 
€3.74 billion in the reporting year. The principal company  
of the Group is Deutsche Post AG, a listed corporation  
domiciled in Bonn, Germany. 
 The Group is organized into the four operating divisions 
of Post - eCommerce - Parcel, Express, Global Forwarding, 
Freight, and Supply Chain. Each of the divisions is managed 
by its own divisional headquarters and subdivided into fun-
ctions, business units and regions for reporting purposes. 
 Internal Group services, including Corporate Procu-
rement, IT Services, Insurance & Risk Management and 
Corporate Real Estate, have been consolidated under Global 
Business Services, while Group management functions are 
centralized in the Corporate Center.  U

Group brands U
The Group brings two of the most valuable brands together 
under one roof: Deutsche Post and DHL. Both brands repre-
sent a diverse portfolio of products and services.

Deutsche Post – The Postal Service for Germany: Deutsche 
Post is the sole provider of universal postal services in Ger-
many. At home within the Group’s Post - eCommerce - Parcel 
division, Deutsche Post transports letters and shipments of 
light-weight merchandise within Germany and across bor-
ders, and provides international dialogue marketing services. 
For the growing e-commerce sector, we develop solutions for 
international shipments to consumers (B2C). Our portfolio 
also comprises consulting and services to meet all physical 
and digital dialogue marketing needs. Furthermore, we offer 
physical, hybrid and electronic written communications for 
international business customers. 

DHL – The Logistics Company for the World: In the  
Express division, we transport urgent documents and goods 
from door to door. As an air, ocean and overland freight for-
warder, Global Forwarding, Freight acts as an agent brokering 
transport services between customers and freight forwarders, 
as well as multimodal and sector-specific solutions, together 
with individualized industrial projects. Supply Chain’s main 

CEO,
Global Business Services

Functions1 

• Board Services
• Corporate Legal
• Corporate Office
• Corporate Development   
   & First Choice
• Corporate Executives
• Corporate Heritage &             
   Industry Associations
• Corporate 
   Communications &
   Responsibility
• Corporate Public Policy &
   Regulation Management
• Global Business Services 

Human Resources

Functions 

• Corporate HR Germany
• Corporate HR Standards   
   & Programs
• Corporate HR          
   International
• Divisional HR 
   Organizations

Finance

Functions 

• Corporate Accounting   
   & Controlling
• Corporate Finance
• Investor Relations
• Corporate Audit & 
   Security
• Taxes
• Divisional Finance 
   Organizations
• Legal Services

Corporate Center

Organizational structure U

Express

Regions 

• Europe
• Americas
• Asia Pacific 
• MEA
   (Middle East      
   and Africa)

Global Forwarding, 
Freight

Business units

• Global Forwarding
• Freight

Supply Chain

Regions 

• EMEA 
   (Europe, Middle    
   East and Africa) 
• Americas 
• Asia Pacific

Divisions

Deutsche Post DHL Group

Post - 
eCommerce - Parcel

Business units 

• Post 
• e-Commerce - Parcel

1 Ken Allen, Board Member for Express, assumed responsibility for Customer Solutions & Innovation effective December 31, 2017.
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business is contract logistics. As the international market 
leader in this sector, we offer our customers standardized 
warehousing, transport and value-added services that can 
be combined into tailored supply chains. 

 ↗  Annual Report 2017, from page 28

CUStomer SAtISfACtIoN
Becoming Provider of Choice is one of the three core objec-
tives of our Group strategy. We regularly conduct customer 
satisfaction surveys, quantify satisfaction levels using key 
performance indicators (KPIs), and pursue clearly defined 
targets.

Our i First Choice methodology – based on Six Sigma, 
Lean and change management techniques – provides us with 
an effective tool for increasing customer satisfaction and loy-
alty. With First Choice, we systematically and continuously 

improve our own processes, ser-
vices and products, and work to-
gether with customers to further 
optimize solutions. Since intro-

ducing the methodology in 2006, we have implemented well 
over 29,000 specific improvement initiatives, trained more 
than 34,000 executives and employees in applying the metho-
dology, and directly involved over 154,000 employees through 
regular performance dialogues. 

The performance dialogues not only focus attention on 
KPIs and defined targets, but also help employees become 
more aware of improvement potential with regard to proces-
ses and quality standards in their immediate working environ-
ments. First Choice tools, including simple problem-solving 
techniques, are then applied to help with implementation. In 
addition, various communications channels encourage dialo-
gue among employees, which also helps motivate them to ap-
ply available methods and tools to drive improvements. This 

promotes a culture of continuous improvement and lays the 
foundation for effective innovation management that truly 
responds to the needs of our customers. 

We use systematic surveys to measure satisfaction  
levels among our customers. Since launching the First Choice 
program, we have already commissioned and analyzed over 
170 customer satisfaction studies. Customer complaints also 
provide us with valuable input when analyzing optimization 
needs and improvement potential.

Customers confirm service quality U
Customers rate Deutsche Post DHL Group based upon 
whether posted items reach their destinations quickly, relia-
bly and undamaged. To measure customer satisfaction levels, 
we utilize tools adapted specifically to each division’s field 
of activity – several examples of which are presented below.

Post - eCommerce - Parcel: fast and reliable U
External surveys confirm that 93% of domestic letters posted 
in Germany are delivered the very next day, with 99% rea-
ching their recipients within two days. This puts us above 
the statutory requirements. The external measuring system is 
audited and certified each year by TÜV Rheinland for com-
pliance with i EN 13850 requirements. Transit times for 
international letters are determined by the International Post 
Corporation. Here, we rank among the top postal companies. 
As a rule, parcels sent within Germany reach their recipients 
the next working day 84% of the time. Our internal system 
for measuring parcel transit times has been certified by TÜV 
Rheinland since 2008. 

In 2017 our approximately 27,000 sales points were open 
for business an average of 54 hours a week, one hour more 
than the previous year. The annual survey conducted by Kun-
denmonitor Deutschland, the largest consumer study in Ger-
many, also indicated high acceptance levels among customers 
with regard to our exclusively 
partner-operated retail outlets: 
93.9% of customers were satis-
fied with our quality and service. 
In addition, impartial mystery shoppers from TNS Infratest 
tested the postal outlets in retail stores around 30,000 times 
over the year. The result showed that 94.3% of customers were 
served within three minutes.

 ↗ Annual Report 2017, from page 74

Value of Group brands in 2017 U

German top 501

rank

70

dhL is amongst the 
world's 100 most 
valuable brands2

Sources: 1 Brand Finance; 2 Millward Brown

deutsche Post brand value 
stable1

€ 2.9 billion  

Brand value improves again2

US$15.8 billion 
rank

28

>29,000
first Choice initiatives 

93.9%
customer satisfaction
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Express: Service quality and customer orientation U
As a global network operator that applies standardized pro-
cesses, we continuously improve our service to keep custo-
mer commitments, respond specifically to their wishes, and 
always deliver the best possible quality. We make sure to leve-
rage customer complaints and criticisms to drive continuous 
improvement; we constantly track ever-changing customer 
requirements and have managers personally contact unsatis-
fied customers. We work together with government authori-
ties to regularly review operational safety, compliance with 
standards, and the quality of service at our facilities. Some 
290 of these facilities – over 100 of which are in Asia – have 
been certified by the security organization Transported Asset 
Protection Association (TAPA). Our Express division sites 
have been certified to the i ISO 9001:2008 standard since 
2013. In addition, in specific regions and countries we were 
certified or re-certified in the areas of environmental protec-
tion and energy management.

 ↗ Annual Report 2017, page 75

Global Forwarding, Freight: Quality in focus  U
In the Global Forwarding business unit, we use customer feed-
back to systematically revise and improve our products and  
services. Our punctuality, reporting and invoicing improved 
notably in the year under review thanks to more than 80 ini-
tiatives. Operating performance is monitored and improved 
on an ongoing basis, while regular performance dialogues 

ensure that our employees focus upon the right priorities. In 
addition, we trained nearly 3,000 of our employees in struc-
tured problem-solving techniques in the year under review. 

Our customer satisfaction survey, which we plan to up-
date and expand in the future, also forms the basis for upgra-
ding the range of services in the Freight business unit. 

 ↗ Annual Report 2017, page 76

Supply Chain: Quality leader in contract logistics U
We aim to be the quality leader in contract logistics. Through 
the use of standardized processes and solutions, and with the 
support of quality experts at every site, we make sure we meet 
or exceed the expectations of our customers. 

In the reporting year, we replaced our yearly telephone- 
based customer satisfaction surveys with shorter and more 
frequent online surveys: The program has been rolled out  
to all Supply Chain countries. As part of our Operations 
Excellence program, a uniform Service Quality KPI routinely  
measures whether our locations are meeting defined opera-
ting standards. 

 ↗ Annual Report 2017, page 76

SUStAINABLe ProdUCtS
Our products and services benefit the community, particu-
larly in the areas of health, logistics infrastructure and the 
environment. Special transport solutions ensure the reli able 
and on-time provision of medical goods and equipment 
worldwide, including temperature-sensitive medicines. We 
enable the global flow of mail and goods, ensure their local 
distribution, and provide secure digital communication. 

 ■ Healthcare: We see opportunities for long-term, 
sustainable growth in the healthcare sector in particu-
lar and are expanding our activity in this area. We offer 
advanced cold chain logistics services, a global air and 
ocean freight network for shipping temperature-sensitive  
medical goods and equipment, and maintain 160 life 
science graded warehouses worldwide. Our equipment 
and facilities meet the extremely high standards of the 
life science and healthcare sector. RFID sensors, for ex-
ample, monitor sensitive goods around the clock during 
both transport and warehousing phases, with remedial 
action possible at any time. Our products and services 
improve patient safety worldwide and save lives. During 
the reporting year, we entered into an agreement with the 

facts & figures: mail and parcel business U

93% d+1 Letters delivered 
the day after posting

93.9% satisfied customers
According to Kundenmonitor 
Deutschland

Open 54 hours
Average weekly opening time of sales 
points in Germany
 
over 5,500 StreetScooters in 
operation

TÜV certified
Certified external measurement system 

MYDHL portal
Simplifies express shipment1

Approx. 290 certified locations
in accordance with TAPA2

Insanely Customer Centric Culture
Keeping a constant eye on customer 
requirements

Customer improvement projects
>80 improvement initiatives 
implemented

Net Promoter Approach
Continuously turning criticism into 
improvements

mail and parcel business dhL business units

1 Business customer portal; 2 Transported Asset Protection Association
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global vaccine alliance i GAVI to improve the vaccine 
supply chain, and are now working together with regard 
to implementation in local projects in Africa.

 ■ Environment: We develop new environmentally-friendly 
products and logistics solutions, which help our custo-
mers and transport partners reduce their environmental 
impact.

 → Environment, from page 75

 ■ Global infrastructure: Taken together, the family of 
Deutsche Post DHL Group brands provides customers 
with a wide-ranging portfolio of sustainable products and 
services. We protect our global network with an IT secu-
rity platform, and also offer this platform as a product to 
our customers so that they can monitor and secure their 
own supply chains. Our disaster management programs 
integrate our worldwide network into the United Nations’ 
global humanitarian system. 

 → Resilience, from page 26;  Society, page 58

INNoVAtIoNS  
In a global business environment, innovation is a key com-
petitive factor and value creator. Through innovation we en-
hance our competitiveness and future success, while creating 
added value for our customers.

Our activities in the area of innovation are assigned to  
Customer Solutions & Innovation. The unit works together 
with Group divisions to develop innovative solutions from the 
initial idea phase through to market readiness. As part of the 
process, our logistics and innovation experts collaborate with 
relevant stakeholder groups, especially customers, suppliers 
and business partners in the areas of science, technology and 
research. The Start-up Lab also provides employees with the 
opportunity to get involved with innovative ideas. 

 → Employees, page 49  

Our innovations are largely based on existing techno-
logies, and focus on expanding the automation of logistics 
processes, making logistics chains more stable and secure, 
and improving carbon efficiency.  

Sustainable services contributing to the UN Sustainable development Goals 
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deutsche Post 
dhL Group 

delivers solutions 
with societal added 

value

”When we test our innova-
tions, we always have our 
employees in mind. Right 
now, we’re testing the 
PostBOT, a self-propelled 
electric robot that can carry 
parcels weighing up to 150 
kilos. It eases the load for 
our parcel couriers, helping to keep them fit and 
healthy.“

JÜrGeN GerdeS 

CEO Post - eCommerce - Parcel
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In the reporting year, we launched a number of new initiatives 
and reached important milestones in ongoing projects. 

 

Robotics – Easing workloads and optimizing processes:  
Collaborative robots perform repetitive tasks and are already 
being used at 19 co-packing sites and logistics centers in the UK. 
Fetch robots can navigate sites on their own, detect obstacles 
in the environment and transport loads up to 78 kilograms at 
speeds of up to two meters per second. The PostBOT is used in 
postal delivery and can transport up to 150 kilograms.

 

Electric mobility – Improving air quality and reducing  
noise: Powered by fuel cells, the StreetScooter model WORK L  
has a range of over 500 kilometers, which opens up new pos-
sibilities for both operational use and sales potential. Testing 
is also being conducted on autonomous delivery vehicles – 
including the StreetScooter – as part of a collaboration with 
an automotive supplier and several IT companies specializing 
in artificial intelligence.

 

Digitalization – Tracking data and processes in real time: 
With our product Resilience360, customers can integrate supply 
chain data with external risk databases and draw comparisons 
to industry peers. The Internet of Things makes it possible to 
graphically depict operational processes, which makes it easier 
to monitor real-time operational data. This is driving progress in 
the area of warehouse digitalization, with testing already being 
conducted at three locations in Germany, the Netherlands and 
Poland.

 
 

Logistics solutions for special requirements: We are develo-
ping extensive infrastructure and expertise for the semicon-
ductor industry at 50 facilities worldwide. In e-commerce, 
we are developing a model infrastructure for a fast-growing 
company in the fashion industry. For hospital logistics, we 
are developing a service solution in the area of medical tech-
nology, which hospitals can use for just-in-time access to 
medical equipment and devices stored in field warehouses.

  Future logistics



15the GroUP – Business model  G4 3 - 9, 12 - 14, 34  

Investments in technological development U
We continually invest in the renewal and modernization of 
our hubs, networks, and road and air fleets. One focus of our 
investment policy is technological advancement, which has 
helped to further our pioneering role in the area of electric- 
powered delivery vehicles, for example. Details can be found 
in our “Environment” chapter. In the reporting year, our in-
vestment expenditures amounted to more than €2.277 billion. 
A detailed report on Group investments can be found in our 
2017 Annual Report. 

 ↗ Annual Report 2017, from page 66

Studies and trend reports published

As a thought leader in the logistics industry, we invest syste-
matically in trend research and solution development. In the 
reporting year, we once again published a number of studies 
and trend reports: 

 ■ “The Human-Centered Supply Chain”: Looks at fashion 
industry supply chains

 ■ “Future of Life Sciences and Healthcare Logistics”: Pre-
sents six key trends and technologies for a successful 
supply chain transformation in the Life Sciences and He-
althcare industry

 ■ “Sharing Economy Logistics – Rethinking Logistics with 
access over ownership”: Describes the main aspects of the 
Sharing Economy, best practices from other industries, 
and possible practical applications of the Sharing Eco-
nomy within the logistics value chain

 ■ “Happiness Atlas” 2017: Explores the relationship  
between sustainable living and life satisfaction levels in 
Germany

LeAderShIP ANd mANAGemeNt U
As a listed German public limited company, Deutsche Post 
AG has a dual management structure. The Board of Manage-
ment is responsible for the management of the company. It is 
appointed, overseen and advised by the Supervisory Board. 
The Board of Management and the Supervisory Board are 
in regular dialogue regarding strategic measures, planning, 
business development, risk exposure and risk management, as 
well as company compliance. The Supervisory Board Report 
provides information on the main issues discussed and decisi-
ons made by the Supervisory Board during the reporting year. 

 ↗ Annual Report 2017, from page 90

The Board of Management    

The Board of Management, with the consent of the Supervi-
sory Board, has established rules of procedure that are per-
tinent to, among other things, cooperation within the Board 
of Management. Each member of the Board of Management 
manages his or her own department independently and regu-
larly informs the rest of the Board about key developments. 
The Board of Management as a whole decides on matters of 
particular significance for the company or the Group. These 
include all decisions which, pursuant to the rules of procedu-
re, must be presented to the Supervisory Board for approval 
as well as those tasks the Board is statutorily prohibited from 
delegating. In making their decisions, Board of Management 
members may neither pursue personal interests nor exploit 
for their own benefit business opportunities to which the 
company is entitled. Board of Management members are re-
quired to disclose any conflicts of interest to the Supervisory 
Board without delay. 

    Deutsche Post AG Articles of Association  

New members of the Board of Management  

The Board of Management consists of seven members. Du-
ring the reporting year, the following Board Members were 
appointed to the Board of Management:

 ■ On June 1, 2017, Tim Scharwath assumed responsibility 
for the Global Forwarding, Freight division as member of 
the Group Board of Management.

 ■ On September 1, 2017, Dr. Thomas Ogilvie assumed of-
fice as Board Member for Human Resources and Labor 
Director.  Studies & specials   Curricula vitae and mandates  
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Workforce structure 

U Our steadily increasing workforce numbers testify to 
the strength of our position within the postal and logistics 
services industry. However, for Deutsche Post DHL Group, 
too, demographic change poses a challenge when it comes 
to securing skilled employees and managers within a highly 
competitive employment market. In light of this, strategic 
succession planning plays a key role in helping us to retain 
expertise while gaining fresh ideas and new insights through 
new hires. We take an inclusive approach when selecting both 
internal and external candidates to fill vacant positions.  U

employee numbers continue to increase U
Compared with 2016, we hired an additional 11,508 emplo-
yees by the close of the year at which point our global work-
force numbered 519,544 employees. The annual growth rate 
has been 2.1% since 2013. 

The average employee age in the Group is 41 and women 
represent one-third of our workforce. The share of women 
in management positions continues to grow, with women 
currently holding one in five positions (21.5%) in upper and 
middle management at Deutsche Post DHL Group.

The number of employees in Europe remains unchanged 
at 339,521 – this represents 65% of our workforce overall, 
making it the Group’s largest region in terms of employee 
numbers. We have around 215,802 employees based in Ger-
many, where our headquarters are located, representing a 
2.2% increase over the prior-year figure. In the Americas we 
employed 4.1% more people than in 2016, and an additional 
2.2% in Asia Pacific.

employees by division, headcount at year end U  

43,438
Global Forwarding, 

Freight

148,201
Supply Chain

220,038
Post - 
eCommerce - 
Parcel

96,047
Express

11,820
Corporate Center / 

Other

Number of employees 519,544

employee numbers, headcount at year end U   

2013 2014 2015 2016 2017

35%

65%

479,690 488,824
497,745

508,036
519,544

+ 2.1% average growth rate

employees by region, headcount at year end U

Number of employees: 519,544

China 3%

Germany 42%

India 4%

USA 8% UK 10%

europe 
339,521 employees

Americas
84,470 employees

other regions 
18,826 employees

Asia Pacific 
76,727 employees
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Detailed tables are available for download in the online version of our Corporate Responsibility Report

 2 cr-report2017.dpdhl.com

MULTI-YEAR OVERVIEW 

Employee data

Number of employees at Deutsche Post DHL Group at year end U

2013 2014 2015 2016 2 2017

Employees (headcount) 479,690 488,824 497,745 508,036 519,544

Full-time equivalents1 434,974 443,784 450,508 459,262 472,208

Share of part-time employees (%) - 18.2 18.4 18.5 18.1

Employees by region (headcount)

Europe 316,071 322,440 326,979 333,080 339,521

of which Europe excl. Germany 112,464 116,709 118,239 121,987 123,719

Germany 203,607 205,731 208,740 211,093 215,802

Americas 78,728 76,230 78,027 81,152 84,470

Asia Pacific 67,473 72,121 73,843 75,045 76,727

Other regions 17,418 18,033 18,896 18,759 18,826

Employees by division (headcount)

Post - eCommerce - Parcel 197,545 200,868 206,686 214,873 220,038

Express 75,490 79,896 87,453 88,409 96,047

Global Forwarding, Freight 44,903 47,079 44,737 44,283 43,438

Supply Chain 148,565 148,329 147,650 149,279 148,201

Corporate Center / Other 13,187 12,652 11,219 11,192 11,820
1 Excluding apprentices/trainees; 2 Adjusted

Number of employees at Deutsche Post DHL Group (yearly average) U

2013 2014 2015 2016 2017

Employees 478,903 484,025 492,865 498,459 513,338

of which Hourly workers and salaried employees 433,647 440,973 451,882 459,990 477,251

Civil servants 40,321 37,963 35,669 32,976 30,468

Apprentices and trainees 4,935 5,089 5,314 5,493 5,619

Full-time equivalents (including apprentices/trainees) 435,218 440,809 449,910 453,990 468,724
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Employee turnover at Deutsche Post DHL Group (%)1 U

2013 2014 2015 2016 2017

Unplanned turnover 6.3 6.6 7.0 7.6 8.5

By region

Europe 2.7 3.3 3.8 4.3 4.7

of which Europe excl. Germany 1.8 2.2 2.6 3.0 3.3

Germany 0.4 0.6 0.9 0.9 1.2

Americas 17.4 15.6 15.7 18.8 22.8

Asia Pacific 10.8 11.5 11.9 10.4 10.5

Other regions 8.4 7.1 7.0 6.3 5.1

By division

Post - eCommerce - Parcel 1.9 2.0 2.6 2.8 3.5

Express 8.8 7.1 7.1 8.5 9.4

Global Forwarding, Freight 10.0 10.0 10.9 10.2 11.0

Supply Chain 10.8 12.0 11.9 13.3 14.8

Corporate Center / Other 3.5 3.3 4.7 5.1 4.7

Planned turnover 5.8 6.1 6.6 7.3 6.8

Total turnover Group 12.1 12.6 13.6 14.9 15.3

of which Turnover in management2 - - - 6.7 6.4
1 Coverage rates Group: 100% (2017), 96% (2016), 97% (2015), 95% (2014), 88% (2013), 77% (2012); 2 Upper and middle management

Employees at Deutsche Post DHL Group by gender at year end (%)

20131 2014 2015 2016 2017

Share of male employees 64.2 64.1 64.5 65.0 65.0

Share of female employees 35.8 35.9 35.5 35.0 35.0

Female employees by region

Europe 39.6 39.3 38.7 38.1 37.8

of which Europe excl. Germany 28.8 28.7 28.8 29.0 29.6

Germany 45.4 45.2 44.3 43.4 42.5

Americas 28.1 30.2 32.0 31.7 31.4

Asia Pacific 29.7 29.7 28.8 27.9 29.7

Other regions 21.5 23.5 22.3 23.1 23.3
1 Adjusted

Management vacancies filled with internal candidates at Deutsche Post DHL Group (%)

2013 2014 2015 2016 2017

Internal management placements1 87.4 86.9 81.1 78.3 80.8
1 Upper and middle management
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