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How to read this report

Management summary
Readers looking for the highlights of 2024 are advised to read chapter 1 until 5,
and the first pages of chapter 6 until 9.

Report of the Board of Management

The report of the Board of Management consists of the following sections:
. Introduction

. Business Report

. Governance, chapter 14 and 16 until 18

. Performance statements, chapter Sustainability statement

Incorporation by reference

This report uses ESRS Disclosure Requirement references (e.g., GOV-1) to indicate
sections that are incorporated by reference from the ESRS statements. Chapter
Sustainability statement, Basis for preparation provides more information on

Incorporation by reference.

Forward-looking statements

This Annual Report contains forward-looking statements. Readers should not put undue
reliance on these statements. These provide a snapshot on the publication date of this
report. In addition, future actual events, results and outcomes likely differ from these
statements made. Chapter Sustainability statement, Basis for preparation provides

more information on forward-looking statements.

Versions of this document

Pursuant to section 5:25¢ of the Dutch Financial Markets Supervision Act (Wet op het
financieel toezicht), PostNL has filed the Annual Report 2024 with the Dutch Financial
Markets Authority (AFM) in the European single electronic reporting format (ESEF
package). The ESEF package is available on https://annualreport.postnl.nl/2024/ and
includes a human readable XHTML version of the Annual Report 2024. The PDF, online
and printed versions of the Annual Report 2024 of PostNL are prepared for the ease of
use. The ESEF package prevails in case of discrepancies with the other formats in which
the Annual Report 2024 is published.
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At a glance

Key figures (at year end)

Average number of letters Average number of parcels Number of Actively used unique
delivered per working day delivered per working day PostNL employees PostNL accounts

6.3 million 1.2 million 32,405 8.9 million

2023: 6.9 million 2023: 1.1 million 2023: 33,488 2023: not reported
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Sorting centres Retail locations Automated Parcel Lockers Total kilometres
(31 parcel, 5 mail, transported in the Benelux
1 international) (on average per calendar day)
37 5,672 1,083 1.2 million
2023: 37 2023: 5,795 2023: 903 2023: 1.1 million
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Active business customers
on mijnpostnl.nl

111,885

2023: 110,589

Total GHG emission

288 ktCO, e

2023: 313 ktCO,e
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Overview of our network and services
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At a glance

Performance 2024

PostNL Financial performance overview
2023 - 2024

Business Report

Governance

in € million, unless indicated otherwise 2023 2024 change
Results

Revenue 3,165 3,252 3%
Operating income 84 37 (56%)
Normalised EBIT 92 53 (43%)
Profit for the year 56 18 (68%)
Normalised comprehensive income 52 38 (26%)
Free cash flow 52 12 (76%)
Closing balance positions

Adjusted net debt (462) (474) (3%)
Consolidated equity 198 202 2%
Cash and cash equivalents 518 453 (12%)
Operational results

Parcel volume (in million items) 346! 371 7.2%
Parcel volume growth/(decline) (0.2%) 7.2% +7.4
Addressed mail volume (in million items) 1,745 1,605 (8.0%)
Addressed mail volume growth/(decline) (7.4%) (8.0%) (0.6)
Ratios

Normalised EBIT margin 2.9% 1.6% (1.3)
Earnings per share (in € cents) 11.3 34 (70%)
Leverage ratio (adjusted net debt/EBITDA) 1.70 1.95 15%
Return on invested capital 5.3% 2.4% (2.9)

1 As from 1 January 2024, parcel volumes also include domestic Belgian volumes. The comparative figure for 2023 has been adjusted

accordingly (+3 million items)

Performance statements Appendices
PostNL Sustainability performance overview
2023 - 2024
in percentage, unless indicated otherwise 2023 2024 change
Customer value
Average No. 1 Average No. 1
position in position in
Net Promotor Score relevant markets relevant markets -
Parcel volume growth 0% 7% +7
Delivery quality Parcels in NL 97% 97% +0
Delivery quality Mail in NL 89% 86% (3)
Social value
Employee engagement 68% 67% (1)
Absenteeism 7.7% 8.5% +0.8
Environmental value
CO, efficiency (scope 1 and 2 emissions in grammes
CO,e per km) 136 128 (6%)
Emission-free last-mile delivery 24% 28% +4

PostNL Annual Report 2024
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A letter from our Board
of Management

Dear employees, customers, shareholders, and partners,

In 2024, PostNL celebrated its 225th anniversary—a remarkable milestone that inspires both pride and reflection.
Few organisations can claim such a rich heritage, and this legacy reflects the resilience, adaptability, and purpose
that have defined PostNL over the centuries. While we honour our past, we recognise that longevity is never
guaranteed; it demands continuous evolution, particularly in a year as dynamic as 2024.

This milestone year highlights the dedication of our people in navigating shared challenges. On Cyber Monday, we
processed a record-breaking three million parcels, reaffirming our vital role in the e-commerce market. The PostNL
app continues to empower customers with greater control over their deliveries, with new functionalities introduced
in 2024 enhancing the customer experience. Innovations such as self-service chatbots and Al-driven logistics have
improved operational efficiency, enabling us to meet growing customer demands more effectively. We also presented
our vision for a future-proof mail service, reinforcing our commitment to reliability and innovation.

While we focus on technological advancements to enhance efficiency and the customer and consumer experience, we remain equally committed to the people behind
our operations. This is reflected in the two collective labour agreements we concluded, reinforcing our commitment to fair working conditions and job security.

In line with the Corporate Sustainability Reporting Directive (CSRD), we have further strengthened the transparency of our reporting, underscoring our commitment

to measurable progress. Sustainability remains central to our strategy, with concrete steps such as expanding our electric vehicle fleet, installing charging stations, and
accelerating the roll-out of parcel lockers. These initiatives support our ambition to achieve net-zero by 2040 and contribute to a more sustainable, resilient e-commerce
ecosystem.

Although we celebrated significant achievements and reaffirmed our role as a vital link in society, we also faced undeniable challenges in a volatile economic environment.
Rising costs, inflationary pressures, a tight labour market, shifting consumer behaviour, and client concentration tested our resilience and adaptability. Despite these difficult
market conditions, we remained firmly on course, focusing on what we could control and reinforcing our foundation. However, 2024 was not a year of full financial
satisfaction. Our full-year EBIT fell below expectations, yet thanks to effective cash and balance sheet management, we achieved our outlook for free cash flow. The year
underscored both our strengths and the areas requiring further improvement. Strengthening margins and enhancing adaptability remain key priorities as we continue to
navigate a challenging market landscape.

One area where change is urgently needed is our mail operations. For both consumers and businesses, digital communication has largely replaced physical mail, and society

has embraced this shift. At the same time, mail remains essential for specific groups, organisations, and regulatory purposes. The challenge ahead is to shape a postal service
that reflects today’s reality while ensuring it remains accessible and reliable where it matters most.

PostNL Annual Report 2024 | 6
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A letter from our Board of Management

Mail volumes continued to decline throughout the year, with an accelerated shift towards a two-day service. For the first eleven months, our mail operations were loss-
making, with the traditionally busy Christmas card season in December helping to offset some—but not all—of these losses. This seasonality further highlights the urgent
need to rethink the postal framework. The current system is no longer sustainable, and without structural adjustments, essential postal services will come under increasing
pressure. Outdated service regulations require a high number of delivery staff, making mail operations increasingly labour-intensive at a time of persistent structural labour
market shortages.

For years, we have adapted to declining mail volumes by centralising operations, improving efficiency, and managing costs. However, the scope for further adjustments
within the current regulatory framework has been exhausted. In 2024, we presented a clear vision for the future of mail in the Netherlands. This aligns with consumer
research indicating that predictability is valued over speed and ensures a socially responsible transition with no forced redundancies. Meanwhile, neighbouring countries

are modernising their postal services, yet political decisions in the Netherlands remain absent. Without regulatory reform, essential public services will continue to be at risk.

To ensure the continued viability of postal services, and in the absence of political decisions on structural reform, we have requested a temporary financial contribution
from the Dutch government to support the statutory provision of these public services in 2025 and 2026. Under existing legislation, the provider of the universal postal
service (UPD) is entitled to receive compensation for the net costs of the service if this constitutes a disproportionate financial burden. To bridge the period until the
Postal Act is amended, a temporary financial contribution is necessary. A future-proof postal framework requires urgent reforms that reflect shifting consumer behaviour
and economic realities. We call on policymakers to act now to safeguard a postal service that evolves with societal needs — one that serves businesses, consumers, and the
thousands of employees who depend on it.

While the structural decline in mail calls for urgent reforms, the e-commerce market presents both opportunities and challenges that require continuous adaptation.
E-commerce remains the cornerstone of PostNL’s strategy, and we firmly believe in its growth potential, driven by rising online consumer spending and increasing digital
penetration.

In our Parcels division, market share remained stable, and volumes rebounded significantly, growing by 7% — a clear shift from the decline in 2023. This was driven by

a 1.4% increase in domestic volumes and a strong 33% growth in international volumes. At the same time, the increasing impact of client concentration, particularly from
large platforms and international e-tailers, put pressure on margins and was the main driver behind the deviation from expectations. The highly competitive nature of the
e-commerce market demands a careful balance between capacity, network efficiency, and cost management.

The e-commerce market in 2024 was marked by volatility. Uncertain consumer spending during the summer led to lower volumes and underutilisation of our network,
while the fourth quarter — traditionally the strongest period for parcels — delivered solid results but also introduced operational complexities. The sharp concentration of
volumes within a short timeframe placed significant pressure on our operations, requiring meticulous capacity planning and disciplined cost management. Additionally,
the structural imbalance in volume distribution — where peak demand is heavily concentrated on certain days — underscores the need for a more predictable and sustainable
parcel flow throughout the week.

E-commerce logistics is inherently asset-intensive, relying on an extensive network of sorting centres, distribution hubs, vehicles, and people. Scaling operations up or
down in response to fluctuating demand cannot happen overnight—it requires long-term planning, significant investment, and close collaboration across the value chain.

PostNL Annual Report 2024
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A letter from our Board of Management

Throughout the year, we took decisive action to mitigate the impact of market fluctuations. We implemented a range of adaptive measures to strengthen our financial
position, including overhead reductions, tighter cash flow management, and more precise ramp-up schedules to ensure operational efficiency during peak periods.

As the sector evolves, new challenges continue to emerge, including rising operational costs, volatile consumer spending, and growing demands for sustainability — from
emission-free delivery to the reform of labour conditions. Addressing these shifts requires continuous innovation, not only to meet customer expectations but also to ensure
a fair and balanced distribution of value across the entire e-commerce chain.

Reflecting on the past year, we are reminded of the resilience and determination that define PostNL — qualities we deeply appreciate and never take for granted, especially
in a year that also marked a personal transition for us. We announced that Herna will step down as CEO in April 2025 after thirteen years, passing on her responsibilities
to Pim. Herna has expressed her deep gratitude for the privilege of leading this company. Having worked side by side for the past six years as a two- person Board of
Management, we value the journey we have shared. It has been an honour to lead this company together, and as we look ahead, we do so with full confidence in Pim as
the next CEO, supported by a strong and dedicated leadership team.

Looking ahead to 2025, we are actively working towards a future-proof and financially sustainable postal market, improving margins in e-commerce, strengthening
resilience, and continuing to adapt to evolving market dynamics. As the e-commerce landscape has changed significantly, we are responding with yield measures to enhance
customer value, seizing international growth opportunities by expanding our European network and presence in Belgium, and accelerating our out-of-home strategy.
Additionally, we are refining key elements of our strategy where needed and look forward to sharing these developments at a Capital Markets Update after this summer.

We recognise our role in shaping the future of e-commerce logistics in the Netherlands and Belgium. As a leading last- mile provider in the Benelux, we remain committed
to a strong, socially responsible, and financially sustainable postal service while enhancing our value proposition in e-commerce. Through these efforts, we continue to drive
progress and sustainability, creating long-term value for all stakeholders.

To our employees: thank you for your unwavering dedication, which remains the foundation of our success. To our customers, shareholders, and partners: thank you for
your trust and collaboration. As we move forward, we remain committed to innovation, adaptation, and sustainable growth, ensuring PostNL continues to serve society
for generations to come.

Yours sincerely,
PostNL Board of Management

Herna Verhagen, CEO Pim Berendsen, CFO

PostNL Annual Report 2024 | 8
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Our operating context

Our value chain

In this chapter we cover our value chain, stakeholders,
external developments, and the double materiality
assessment (DMA), all of which are intrinsically connected.
At the heart of our value chain are our customers,
consumers, and end-users, as they are both the starting
and finishing points of our logistics process. This customer-
centric approach relies on close collaboration with diverse
stakeholders, ensuring that we address their evolving needs
while fostering robust partnerships across our network.

The dynamic trends shaping our operating environment—
such as macroeconomic pressures, labour market challenges,
and shifting consumer expectations—highlight the necessity
of proactive adaptation and innovation. Central to these
efforts is our DMA, which evaluates the environmental,
social, and governance (ESG) impacts on both our business
and society. As well as informing our strategy, the

DMA also ensures that stakeholder priorities, regulatory
requirements, and societal trends are integrated into our value
creation processes, reinforcing our commitment to long-term,
sustainable growth.

Understanding our value chain

To create an accurate and holistic view of our value

chain, we examined all direct and indirect relationships.
Direct relationships refer to immediate, tangible connections
within our operations, such as suppliers, employees,

and partners. Indirect relationships encompass broader
influences, including secondary suppliers, logistics providers,
and stakeholders further removed from daily operations.

This analysis also explored our upstream and downstream
activities. Upstream describes inputs that support our
operations, such as raw materials, energy, and services.
Downstream covers outputs, including the delivery of
products and services to customers and consumers, as well as
the impact of these outputs on end-users and the environment.

Business Report

Governance

Integrating the outcomes of the DMA and stakeholder
perspectives into our value creation model enabled us to gain
a deeper understanding of our value chain across upstream,
operational, and downstream activities. This comprehensive
approach, outlined in the value chain infographic on the
previous page, supports informed decision-making and
reinforces our commitment to sustainable operations.

Our role

Our strategic objective - 'Delivering distinctive customer and
consumer experience to be the leading e-commerce and
postal services provider in, to, and from the Benelux' - is
reflected in the focus we place on each phase in the value
chain, ensuring that our services are tailored to meet their
evolving needs every step of the way. The initial two stages
in this process are discovery and order, followed by our three
core activities that our centered around our logistic process—
collect, sort, and deliver.

Discovery

Discovery represents the initial stage in the e-commerce value
chain. This critical phase is where consumers first encounter
and explore products or services that might address a need
or actually uncover a need, consumers are unaware of. It
marks the touch point at which e-tailers aim to engage

with consumers, ideally leading towards a purchase decision.
Optimising conversion rates presents a significant opportunity
for e-tailers, with drop-out rates still high. To address this
challenge, we leverage our innovative digital services to
empower customers in enhancing their conversion rates,
thereby driving faster and more sustainable growth. This
approach enables us to support e-tailers in achieving their
business objectives while simultaneously improving the end-
to-end consumer experience. Our solutions include advanced
offerings such as address validation services within the
Benelux region, ensuring accurate and efficient deliveries,
and the ‘Bekend bij PostNL’ trustworthiness solution, which
bolsters consumer confidence by reducing fraud through

the display of our logistic data as proof of legitimacy

for webshops.

Performance statements
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Mail plays an essential role in this discovery phase, offering
a tangible and trusted medium to spark interest and
engagement. Through direct mail campaigns, catalogues,
and other physical communications, consumers are drawn

to explore products and services that match their preferences.
When consumers have a smooth purchasing experience, it
reflects positively on the overall shopping experience—a
win for everyone involved. We also collaborate closely with
e-tailers and platforms to offer a range of delivery options.

By facilitating discovery, we aim to support a seamless
transition from awareness to conversion, strengthening our
role as an integrated enabler in the consumer’s journey.

Order
The order phase of the value chain involves businesses and

consumers placing orders for goods or postal services. Here,
our business customers—comprising e-tailers, e-commerce
platforms, SME businesses, other B2B clients and institutions
—rely on us to offer a reliable and accessible infrastructure
that supports their operations, including fulfilment services.
The smooth processing of these orders or mailings, enabled
by our integrated digital systems and customer platforms,
allows businesses to serve their own customers efficiently.
Trust and identity play an essential role in this process. Both
businesses and consumers depend on the assurance that their
interactions with PostNL are secure, seamless, and protected.
Our PostNL elD system, a secure digital identity platform,
underscores our commitment to this principle.

Collect
In the collect phase, we collect parcels and mail from

retail locations, business points, automated parcel lockers
(APLs), letterboxes or directly from our business customers.
This includes returns from consumers. The scale of our
collection operations is expansive, handling both regular
volumes from consumers and high-volume collections from
businesses. Here, efficiency is key, and our fleet of collection
vehicles, partnered with advanced routing technologies,
ensures that we focus on reducing our environmental impact

PostNL Annual Report 2024
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while maximising our operational effectiveness. Connecting
to customer processes and delivering on our promise to
consumers is central to this approach. By meeting their
evolving needs - whether through late in-feed options

or providing convenient collection points for SMEs - we
strengthen our ability to offer reliable, flexible, and tailored
solutions. Our employees and delivery partners are the face
of our company during this stage, and their role in building
customer relationships is essential.

Sort

Sorting is one of the most critical activities within our

value chain. As parcels and letters arrive at our sorting
centres, they are processed using cutting-edge automation
and sorting technologies. The sort phase ensures that items
are categorised accurately, so they reach their intended
destinations swiftly and securely. For our business customers,
precise sorting translates into reduced delivery errors,
directly impacting their customer satisfaction. For consumers,
this step ensures their deliveries are handled with care

and efficiency.

Deliver

The final step is delivery to the consumer and end-user, and
this is when we are truly able to 'deliver special moments'.
Here, our deliverers and delivery partners play a vital role in
bringing parcels and mail to their final destination, whether
businesses, homes, retail points, or APLs, as we focus on
first-time-right delivery. Our employees and delivery partners
are equipped with the tools, training, and data to ensure
both accurate and timely deliveries, as well as a focus

on safeguarding road safety, which is our first priority.
Within e-commerce, consumer expectations for next-day
delivery continue to evolve and the satisfaction of both
business customers and consumers is highly dependent on
the reliability of our delivery services. For mail, business
customers increasingly prioritise certainty and affordability
over speed, prompting a significant shift in their preferences,
while we also see that consumer behaviour shows a drop in the
importance of next-day delivery.

Business Report

Governance

By for example enhancing our app or introducing a feedback
button and delivery preferences, we continue to innovate to
provide customers and consumers with more sophisticated
options to track their packages and control destination
locations, with the goal of creating a 'happy flow'. This results
in a more seamless and smooth experience for both customers
and consumers. More information on how we worked to
deliver a distinctive customer and consumer experience in
2024 can be found in the Customer value chapter later in
this report.

Our stakeholders

As a company with a 225-year heritage in the Netherlands
and firmly rooted in Belgium, we operate in a broad
stakeholder environment, maintaining continuous and tailored
engagement to understand their interests, assess our impact,
and collaborate across our value chain, supporting our
ambition to be the preferred delivery provider in the
Benelux. Our stakeholders are listed below, while a detailed
explanation of each stakeholder group and how we engage
with them can be found in the section Interests and

views of stakeholders within the General disclosures of the
Sustainability statement.

« Customers and consumers

« Our people

« Business partners

« Investors and financial market
« Government bodies

+ Media

« Opinion leaders and society

« Other market players.

Performance statements
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“At PostNL, customers
and consumers are
central to everything
we do”
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External developments

The domestic and international e-commerce and physical
communication markets in which we operate are dynamic.
Macroeconomic pressures are leading to more expensive
goods and services for customers and consumers, while the
tight labour market is making it difficult for companies across
a range of sectors, including ours, to fill vacancies. However,
a range of innovations, including in the field of Al-driven
solutions and robotics, generate new possibilities for how we
conduct business. In light of our value chain discussed in the
previous chapter, in this section we explain in greater detail
how these external developments influenced PostNL in 2024.

Geopolitical and economic developments

The ongoing impact of Russia’s invasion of Ukraine and the
outbreak of hostilities in the Middle East in October 2023
continued to cause terrible human suffering in 2024. At the
same time, rising inflation has led to increased costs in several
areas, including salary expenses. These rising costs, driven
by higher energy prices, transportation expenses, supply
chain disruptions, and increasing scarcity of resources, have
affected businesses, their customers, and partners alike.
Despite implementing adaptive measures, these challenges
have significantly increased logistics expenses.

Economic trends and inflation are also influencing the
purchasing behaviour of both customers and consumers, with
both segments becoming more cost-conscious and displaying
heightened price sensitivity. While consumer confidence is
beginning to show tentative signs of improvement, it remains
historically low, leading to notable changes in spending
patterns within the e-commerce sector. One of the key shifts
is the tendency of consumers to delay purchases, reflecting
increased caution amidst ongoing economic uncertainty.
Additionally, customers are placing a clear emphasis on cost
control, a trend evident across both the e-commerce and
mail markets.

Business Report
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These dynamics are accompanied by structural changes in the
competitive landscape of e-commerce, including a growing
presence of Asian webshops, which are reshaping market
conditions. Among the most significant challenges is the
accelerating trend of customer concentration, with the largest
customers continuing to expand their share of the market. This
has resulted in fewer but larger players wielding increased
influence, which has had the greatest impact on declining
margins in the e-commerce segment.

As a result of these shifts, businesses face an increasingly
complex operating environment. Volatile consumer behaviour,
combined with a preference for larger and more established
providers, has heightened competitive pressures. The
combination of these factors, alongside persistent high

costs and inflation, continues to place downward pressure
on profitability, underscoring the need for operational
adaptability and innovation in service delivery.

In the Dutch mail market, mail volumes continued to decline,
with an increasing number of customers opting for within two
day delivery over traditional next-day options. Additionally,
the volume of seasonal mail sent in December was lower than
expected. More information on this topic, including PostNL's
request for temporary government financial support under the
Dutch General Administrative Law Act to cover net USO costs
for 2025 and 2026, can be found in the Future of Mail box later
in this chapter.

Additionally, details of the steps we took to mitigate the issues
outlined above can be found in the Risk and opportunity
management chapter.

Performance statements
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Labour market

The labour market in the Netherlands continued to remain
tight in 2024, illustrated by low unemployment rates
compared to the long-term average, and a high number

of open vacancies. The tight labour market is caused by a
number of factors, including an ageing population, greater
segmentation in the labour market, and a higher percentage of
the population that works part-time.

While our mail delivery jobs are part-time, we need to
compete in an economy that offers a wide range of part-time
opportunities in retail, hospitality, and office-based roles. This,
alongside the other factors listed above, made it challenging
for PostNL to recruit in some regions, with Mail in the
Netherlands particularly badly affected. The labour shortage
also led to delivery delays across a number of postal routes,
impacting delivery quality levels.

In addition to the challenges of a tight labour market, PostNL
experienced higher labour costs due to significant increases
in the statutory minimum wage in the Netherlands, effective
from 2023. Our collective labour agreements (CLAs), which are
integral to providing sustainable employment and ensuring
fair wages, benefits, and working conditions, also contributed
to these rising costs. These increases in labour expenses were
a key driver of the overall cost pressures faced throughout
the year, necessitating corresponding adjustments to our
pricing strategy.

Additionally, the composition of the workforce is evolving, with
shifts in age, ethnicity, and other demographics. Alongside
these changes, there is a growing societal emphasis on
inclusion and equality. As a company that values diversity,
equity and inclusion, PostNL embraces this trend. Our
commitment to fostering a diverse workforce and an inclusive
culture, as well as details on how we responded to the
developments outlined above, can be found in the Social
value chapter.

PostNL Annual Report 2024
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Ongoing digitalisation, robotisation and the rapid
development and deployment of Al

Rapid advancements in technology, particularly in the field of
Al, are reshaping how businesses operate, and the possibilities
for leveraging data seem limitless, benefitting both customers,
consumers and PostNL employees.

We use Al to optimise logistics and predict demand,
improving delivery efficiency. Digital solutions help manage
peaks, forecast supply and demand, and streamline routes.
Innovations like robotisation in sorting centres enhance
speed and efficiency, benefiting both PostNL and customers.
Automation also supports employees by reducing physical
strain and improving workplace ergonomics. However, a
shortage of skilled staff or resources could hinder Al
integration, impacting competitiveness.

Looking ahead, digitalisation will continue to elevate the
entire logistics value chain—from smarter ordering and
automated fulfilment to seamless payment and delivery—
thereby driving greater efficiency and improving experiences
for customers and consumers alike. An overview of how our
digital propositions are utilised across the company can be
seen in our infographic in the Our value chain section.

The increased use of data also heightens the need for robust
cybersecurity measures to mitigate the rising risk of data
breaches. This involves managing cybersecurity risks across
the company by implementing essential protections, such as
multi-factor authentication and encryption, while maintaining
preparedness in case of incidents. In 2024, for example, we
enhanced security by implementing an anti-phishing code in
customer emails, and introduced PostNL elD for secure digital
identity in the Netherlands and Belgium.

Business Report
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We also began preparing for the implementation of new
regulations in NIS2, which are expected to come into force
later in 2025. More information on NIS2 can be found in the
Regulatory developments chapter. In parallel, digitalisation is
driving the growth of digital alternatives to mail, including
electronic invoicing, social media, and digital marketing, all of
which continue to contribute to the decline in physical mail
volumes. More information on our digital transformation can
be found in the Customer value chapter.

Consumer in control

In e-commerce, the voice of the consumer has never

been more important than it is today, and we play a

vital role in connecting e-tailers with consumers. Consumer
behaviour has become increasingly volatile, with preferences
and expectations shifting rapidly in response to evolving
market trends. Consumers today demand greater flexibility,
transparency, and convenience in their online shopping
experiences. They seek control over when, where, and how
their purchases are delivered. To address these demands,
we have introduced the option for consumers to direct their
delivery to a specific PostNL point in their neighbourhood, or
to a location of their choosing around their home. This added
layer of convenience and flexibility empowers consumers

to tailor the delivery process to fit seamlessly into their

daily lives. By offering these and other delivery preferences,
we put the customer in charge, ensuring we remain the
favourite deliverer, trusted by consumers to provide reliable
and tailored solutions that suit their evolving needs.

The multi-vendorship model, where consumers can select
the logistics provider for their orders, continues to gain
traction. In response, we are collaborating with e-tailers

to offer more personalised and adaptive delivery options,
empowering consumers to choose during checkout whether
to have their parcel delivered to one of our APLs, a retail point,
or directly to their home address. This approach allows us

to meet their needs while ensuring a seamless and reliable
delivery experience.

' See the DMA box earlier in the chapter for details on our engagement with stakeholders to identify key ESG topics.

Performance statements

Appendices

At the same time, we see that consumers want to have access
to enhanced tracking, flexible delivery windows, and greater
communication during the delivery process, and at PostNL
this increasingly takes place through our app, which again
saw an increase in the number of downloads in 2024. More
information on how we help the consumer to remain in control
can be found in the Customer value chapter.

Importance of ESG

At PostNL, we take pride in embedding sustainability at the
heart of our operations, making meaningful progress across
a broad spectrum of environmental, social, and governance
(ESG) topics. This commitment is driven not only by our own
convictions but also by an evolving regulatory landscape.
Growing concerns about climate change, increased focus

on human rights, adherence to regulatory compliance, the
emphasis on diversity, equity and inclusion, and transparency
in responsible business practices are all factors impacting
our approach, as is our dedication to creating employment
opportunities for those with a distance to the labour market.

New European sustainability regulations, such as the CSRD,
present both challenges and opportunities. While they require
investments and attention, they also offer PostNL the chance
to enhance our sustainable value proposition by providing
customers and consumers with products and services that
lower our impact on the environment, while remaining reliable
and accessible.

More details on how we leverage sustainability as a positive
force for change can be found in the Environmental value and
Social value chapters. Additionally, more information on our
CSRD-related disclosures can be found in the Environmental
disclosures ,Social disclosures and Governance disclosures of
the Sustainability statement.
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Our operating context

Competitive landscape

Parcels

The competitive landscape remains intense, with price
pressures exacerbated by client concentration and differing
strategies among market players regarding the passing on
of costs. This underscores the importance of service quality
and continuous innovation in maintaining market share. These
dynamics are already posing a risk to the level of innovation
within the sector, where adaptability and advancement are
essential to sustained success.

At the same time, a tight labour market and evolving consumer
behaviour are also contributing to an e-commerce sector that
is changing. As the market matures, sustainability and working
conditions are increasingly important. These developments
are leading to a more sustainable and attractive, yet inherently
more costly, e-commerce chain. Addressing these challenges
and achieving a balanced distribution of value is a shared
responsibility across the sector.

At PostNL, we are committed to responding proactively.

We remain confident in the long-term growth potential of
e-commerce, driven by increasing online penetration and the
ongoing shift in market share from offline to online channels.
Examples of how we continue to adapt to market dynamics
and strengthen our position in a competitive environment can
be found in the Customer value chapter.

International e-commerce dynamics
On the international front, competition is also increasing

as traditional logistics players strengthen their positions,
leveraging their global networks, expertise, and technological
investments. This includes investing in new distribution centres
and warehouses and connections across Europe.

The competitive landscape is further shaped by the rapid
expansion of large e-commerce platforms. These players are
extending their geographic presence and solidifying their
role within the logistics value chain. Strategic partnerships
and the creation of proprietary logistics networks highlight
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their ambition to dominate fulfilment and delivery services.
However, challenges persist in the global marketplace.
Increasing protectionism policies present a potential
headwind, as trade barriers and regulatory constraints

may dampen cross-border trade volumes, impacting growth
opportunities for international logistics operations.

Mail in the Netherlands

The mail market continues to face significant challenges,
driven by a multi-year and accelerating trend of declining
volumes, primarily due to the widespread adoption of

digital communication. Despite this, physical mail remains
indispensable for key sectors such as government agencies,
legal firms, and financial institutions, which rely on secure and
private delivery of sensitive materials like contracts and bank
cards. Additionally, direct mail marketing offers businesses

a powerful way to create sensory customer experiences,
influencing purchasing decisions and strengthening B2C
connections, while millions of magazines are delivered to
households across the Netherlands each year. For many
consumers, physical mail also retains its value as a cherished
means of communication with friends and family.

PostNL has made every effort to offset the costs associated
with declining mail volumes through our strategy of cost
savings and price optimisation. However, we have made it
clear that these measures alone are no longer sufficient to
provide the solid financial foundation needed to invest in our
people, our network, and the future of postal services for
our customers. More information on this, including PostNL's
request for temporary government financial support under the
Dutch General Administrative Law Act to cover net USO costs
for 2025 and 2026, can be found in the Future of Mail box later
in this c