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DEMAND FOR HOME DELIVERY OF GROCERIES 
AND HEALTHCARE PRODUCTS HAS 

SKYROCKETED OVER THE PAST FEW MONTHS. 
KERI ALLAN LOOKS AT HOW POSTS HAVE 
RESPONDED AND LAUNCHED SERVICES TO 

KEEP THE WORLD SAFE AND FED  
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IDEAS

 Covid-19 has marked  a step change in both the 
behaviors and needs of consumers and businesses. 
Demand has soared for online retail – in particular 
groceries and healthcare products, and in response 
many posts are leading the way in delivering these. 

As the pandemic took hold, governments around 
the world designated posts and couriers as critical 
infrastructure. They’ve had the privilege and 
responsibility of continuing to work safely throughout 
this challenging period, keeping commerce flowing 
and using their flexibility to focus on those areas of 
highest demand. 

“The recent increase in online shopping, and thus 
parcels, has for us meant an increase in the delivery  
of groceries and health logistics,” says PostNL’s Tahira 
Limon. “In addition to our ‘regular’ parcels network, 
we’ve set up different ‘niche/specialty’ networks, 
including the delivery of food and medicines.

“We have the ambition of being the leading 
e-commerce company in Benelux. This means we  
want to offer our clients an array of e-commerce 
services. Health, food, and home and garden have  
been focus markets for the past few years and we’ve 
developed our offerings and networks into mature 
propositions. We’re transitioning more and more into 
an e-commerce logistics company and these are the 
markets in which we see a lot of opportunity,” she says.
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ABOVE: Yodel has seen 
a spike in the demand 
for fresh food deliveries 
 
RIGHT: A new online 
delivery service was 
developed by Posten 
Norge and Coop at the 
start of the pandemic

Free meals 
As a way of giving back to key workers, 
Yodel took part in the Salute the NHS 
initiative. This saw the company deliver 
one million meals for National Health 
Service workers up and down  
the UK over a three-month 
period (April to June) for 
free. The meals were 
made available to ICU 
teams, anaesthetic 
teams and A&E staff 
members who were 
unable to leave their 
clinical areas during  
their 12-hour shifts.

Healthcare and education 
Through its network throughout 
Spain, and also through the SEUR  
Foundation, logistics firm SEUR has 
been transporting and delivering 
donations from its clients to healthcare 
organizations and social aid initiatives across the country for free. This  
has included thousands of pieces of personal protection equipment (PPE) 
such as masks, screens and sanitary footwear, as well as groceries for 
food banks. 

It’s also been involved in the delivery of computer equipment to help 
children continue their education while at home and mobile devices to 
help hospitalized patients keep in touch with their families at home, and 
has delivered more than 500 meals donated by restaurant Carbón Negro 
to healthcare workers at the IFEMA field hospital.  

The rise in grocery delivery As consumers 
have sought grocery deliveries from the comfort 
and safety of their homes, carriers have grown 
their relationships with players in the food and 
drink market. 

Yodel’s most noticeable volume increases have 
been for fresh food deliveries – both for existing 
clients and also supermarkets that have had to 
quickly adapt to the increased demand for delivery 
slots. Another example comes from DPD, which  
has expanded its chilled food delivery service from 
recipe box and ready meal specialists to also include 
supermarkets such as Morrisons.

“The food companies are starting to recognize 
how multicarrier operations can grow their delivery 
capacity,” comments Sam Holden, chief commercial 
officer at Yodel, who goes on to highlight that fresh 
food logistics brings its own set of unique challenges 
and difficulties.

“There isn’t as much flexibility, as deliveries have 
to be completed first time. The need for timely 
deliveries of fresh food means there is a greater 
emphasis on a coordinated approach between 
retailer and delivery partner. Specialist skills are  
also required to handle fresh food volume. 

“In our experience, there are three key ingredients 
for delivering food: honest dialog between the 
carrier, the retailer and the customer, an efficient 
sortation network and a team of drivers with 
specialist knowledge of the processes for delivering 

food safely.”
Holden stresses that strong, targeted 

investment in technology is required to 
anticipate any unexpected challenges, such as  

a pandemic. Superfast smartphone scanning is  
a prime example of where Yodel has invested, 

giving the company greater flexibility with the 
growing number of self-employed couriers out on 
the road. “The response we’ve received to date on 
this has been very positive,” she says. “In addition, 
we’ve also invested in making our network ‘cleaner’ 
– we’re focused on ensuring we’re only accepting 
volume where it’s practical for us to carry it in  
terms of parcel size and dimension. Moving the  
right traffic allows us to deliver the best service 
possible at all times.”

Grocery delivery in Norway Being able to  
respond to changing demands quickly is also key  
to continued business success. Posten Norge offers  
a great example of a speedy response to changing 

UPS has added

200 
 company-owned 

and air freighter 
flights to transport 

supplies

Healthcare and education 
Through its network throughout 
Spain, and also through the SEUR
Foundation, logistics firm SEUR has
been transporting and delivering
donations from its clients to healthcare
organizations and social aid initiatives across the country for free. This 
has included thousands of pieces of personal protection equipment (PPE)
such as masks, screens and sanitary footwear, as well as groceries for 
food banks.

It’s also been involved in the delivery of computer equipment to help
children continue their education while at home and mobile devices to 
help hospitalized patients keep in touch with their families at home, and
has delivered more than 500 meals donated by restaurant Carbón Negro 
to healthcare workers at the IFEMA field hospital.  

HOW POSTS ARE SUPPORTING THEIR LOCAL  
COMMUNITIES DURING THE PANDEMIC
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Hand sanitizer and 
free deliveries 
SingPost has been involved 
in a wide variety of initiatives 
to support Singaporeans. It has 
worked with the Temasek Foundation to distribute 
hand sanitizers to all 1.5 million households, and 
sponsored envelopes and postage for the Tzu Chi face 
mask initiative, which enables volunteers who have 
sewn face mask covers to send their creations to end 
users for free. 

Similarly, it waived the postage fees for all masks 
collected as part of the People’s Association’s Masks 
Sewn With Love community initiative and is storing 
the handwoven masks ready for delivery. It’s also the 
official logistics partner of a nationwide campaign, 

Run with Heroes, which thanks frontline workers.

3D-printed masks 
DPD has worked with a number of communities that are 
making PPE. One of these is 3D Crowd, a group of more 
than 8,000 volunteers who are 3D printing face shields. 
“Thousands of volunteers across the UK are giving up their 
time to use their 3D printers to make the components to 
create full-face visors on plastic headbands, which protect the 
whole of the front of the face,” says a DPD spokesperson. 

“In the case of 3D Crowd, DPD is using its vast network to 
collect the component parts from all the different volunteers 
and deliver them to a central hub in 
Sheffield, UK, where the face masks are 
being assembled by a company called 
Pimoroni. DPD then distributes the 
completed visors to hospitals, doctors 
practices and other healthcare 
organizations around the country.” 

customer demands during Norway’s lockdown. 
Working with grocery chain Coop, it designed, 
organized and established the core of an online  
grocery delivery network in just two weeks, scaling  
it up to a nationwide solution within five.

Coop picks the orders at its local stores and  
puts them into plastic bags, which are then put into 
plastic boxes, with pantry goods in one zone/box, 
chilled in another and frozen in insulated boxes with 
cooling elements. These are provided by Coop, 
giving Posten Norge a window of up to 12 hours to 
use its existing physical assets and IT support 
systems to provide delivery.

Posten Norge uses Glow, a digital solution originally 
used for its express delivery business, which is fully 
integrated with Coop’s online store and product 
processes. Local delivery managers dispatch next-day 
orders to routes through the same system, which is 
used by Coop for picking the orders and packing to 
routes. The system also has a driver support app with 
navigation and online customer interaction options.

“We’re using our full range of assets, meaning in 
cities the courier/express business handles deliveries 
during the day and evening,” explains Gunnar 
Inderberg, senior vice president of operational 
development at Posten Norge. “In more suburban  
areas parcel drivers are used and in remote areas we 
use postmen – with a limited number of orders per 
car and limited to daytime deliveries. In general, the 
setup allows for a dedicated operation where that is 
most efficient, and combined with other deliveries 
where that makes sense.”   

THE NEED 
FOR TIMELY DELIVERIES 
OF FRESH FOOD MEANS 
THERE IS A GREATER EMPHASIS  
ON A COORDINATED APPROACH”
Sam Holden, Yodel

3D-printed masks 
DPD has worked with a number of communities that are 
making PPE. One of these is 3D Crowd, a group of more 
than 8,000 volunteers who are 3D printing face shields. 
“Thousands of volunteers across the UK are giving up their 
time to use their 3D printers to make the components to 
create full-face visors on plastic headbands, which protect the 
whole of the front of the face,” says a DPD spokesperson. 

“In the case of 3D Crowd, DPD is using its vast network to 
collect the component parts from all the different volunteers
and deliver them to a central hub in 
Sheffield, UK, where the face masks are 
being assembled by a company called 
Pimoroni. DPD then distributes the 
completed visors to hospitals, doctors 
practices and other healthcare 
organizations around the country.” 

Healthcare logistics The healthcare sector has 
been of interest to the logistics industry for some 
time now, and those with existing healthcare 
divisions have played an important role during  
the pandemic. 

UPS, for example, placed renewed focus on 
quality management systems, streamlined services 
and patient-driver supply chains for healthcare 
shipments, and was able to quickly and effectively 
mobilize its 5,500-strong global healthcare team 
to meet demand. 

“Specialized transportation, packaging and 
monitoring solutions along with customs brokerage 
expertise gave us an advantage to overcome 
transportation restrictions and navigate strict 
regulatory guidelines to expedite life-saving 
healthcare products in these challenging 
circumstances,” comments a UPS spokesperson.
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With its scale and resources, UPS was also in  
a unique position to handle Covid-19 response 
shipments for government agencies. “We support 
FEMA’s [Federal Emergency Management Agency]
Project Airbridge in the USA, a public-private 
partnership to get life-saving equipment where  
it’s needed, with greater speed,” continues the 
spokesperson. “UPS recently added 200 company-
owned and air freighter flights to support  
this effort and opened a new 450,000ft2 
(41,800m2) distribution center, with 
dedicated space for FEMA, near our 
Worldport air hub in Louisville, Kentucky. 

“We’re also working closely with 
several global healthcare customers to 
expedite test kits, personal protection 
equipment, ventilators, ICU monitoring  
units, medical devices, time- and temperature-
sensitive pharma specimens and supplies to 
hospitals and markets around the globe,” the 
spokesperson adds. 

There are now several new posts starting to  
make moves into healthcare logistics. PostNL, for 
example, recently announced a partnership with CH 
Healthcare to deliver wound care and incontinence 
products to the elderly and patients, both at home 
and in care homes.

Then there’s Singapore Post (SingPost), which 
began delivering medicine for the first time this 
February, a month after the first confirmed Covid-19 
case in Singapore. When the service began it 
delivered only medicines that weren’t temperature-
sensitive, but it has since progressively set up a 
temperature-controlled supply chain. It currently 
delivers medicine to hospitals, polyclinics and 
around 300 patients island-wide, having trained 
more than 50 couriers. 

“When Covid-19 first surfaced here, we offered to 
assist healthcare institutions in delivering medicine 
to patients who might be understandably wary of 
visiting clinics and hospitals during this time,” 

explains Chin Kai Ong, deputy vice president of post 
and parcel delivery at SingPost. “The service is 
especially useful for patients who don’t need to see a 
doctor but require refills of their regular medication.” 

“As Singapore’s national postal service, with a 
162-year history of serving the nation, it’s our public 
duty to help during times of crisis. Our leading 
position in the domestic logistics and last-mile space, 
as well as our long-standing postal experience, put 
us in the best position to meet the needs of the 
community quickly and efficiently.”

Logistical challenges In terms of healthcare 
logistics, the integrity of the supply chain is critical. 
This is doubly so for cold chain logistics, where 
temperature control in every aspect of the supply 
chain is vital in ensuring that the product does not 
degrade during delivery. 

According to Ong, developing a robust cold chain 
logistics operation for healthcare entails a detailed 
study into the minutiae of maintaining temperature 
integrity at every step of the operations process, 
training of staff members to handle such deliveries, 
as well as investment into the relevant hardware  
and infrastructure. 

“For cold chain deliveries we invested in state-of-
the-art hardware as well as infrastructure to ensure 
the integrity of the supply chain. Examples of the 
investments we made to create a world-class cold 
chain medicine delivery include: certified medical-
grade cold chain boxes that maintain interior 
temperatures of 2-8°C [36-46°F] despite repeated lid 
openings; real-time temperature loggers that enable 
us to remotely monitor the interior temperature as 
well as physical location of the cold chain boxes on  
a real-time basis; and a cold room that is kept at 
10-14°C [50-57°F].”

Agility used to be just a buzzword, but now it’s 
shown who’s best prepared to provide business 
continuity during trying times, and also stay at the 
forefront of industry trends. Yes, there are challenges 
and investments associated with moving into areas 
such as healthcare and grocery delivery, but the 
examples above show how a post can successfully 
enter these sectors – and the benefits of doing so. Q

TOP: To support US 
Project Airbridge, UPS 
chartered 25 flights, 
which have been 
transporting medical 
equipment and supplies 
across the country  
 
ABOVE: UPS first 
provided free air 
transportation of goods 
during Covid-19 in 
February to the Chinese 
city of Wuhan

IN GENERAL, 
THE SETUP ALLOWS FOR 
A DEDICATED OPERATION WHERE 
THAT IS MOST EFFICIENT” 
Gunnar Inderberg, Posten Norge


