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AGENDA

Recap 2009 Capital Markets Day 
Where do we go from here  
Wrap-Up
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Employee 
Engagement 
improved 2008 2009

Q3 Year to 
Date EBIT 
Improve- 
ment 2008 2010

Customer 
Satisfaction 
improved 

2008 2010

70
66

60
56

2.0%
1.5%

SUPPLY CHAIN’S  PERFORMANCE IMPROVED 
SIGNIFICANTLY ALONG THE THREE BOTTOM LINES

Provider 
of Choice

Investment of Choice Employer of Choice
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1) Business Operating Assets  2) based on contracts up for renewal

What we promised… What we achieved…

Operational 
Excellence

Sales Effi- 
ciency & 
Effective- 
ness

Portfolio 
Manage- 
ment

BOA1) 

Efficiency

Support 
Function 
Efficiency

1

2

3

4

5







Global standardized 
processes

Stronger focus on 
key markets

Streamlined 
overhead functions

Improved ROCE & 
Net Working Capital 
(NWC)

Improved Sales 
performance

ROCE improved by 8% points

NWC reduced by 70%

New wins: >1 bn€ p.a. 

Strong renewal rate2): ~ 90%

Effective operational structures 
established
1,200 improvement projects p.a. 

Overhead cost down by 20%

Several non-core activities exited 

ROCE on new gains up by 8% 
points

TODAY’S RESULTS ARE THE SUCCESS OF THE 
IMPROVEMENT PROGRAM “5 TO THRIVE”

5 To Thrive 
Program 
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 Revenue Q3 YTD, m€  EBIT Q3 YTD, m€

+7%
-11%

9,733

2009

9,054

20081)

10,183

2010

1) 2008 not adjusted for the WL Germany transfer to Mail  2) including Arcandor charges

EBIT Margin
190

-44

149

20081) 201020092)

2.0%

-0.5%
1.5%

The contract logistics and business 
process outsourcing markets are 

emerging from the crisis 
Q3 2010 Margin improved to 2.4%

OUR REVENUE AND EBIT PERFORMANCE 
HAS IMPROVED
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 ROCE excl. Goodwill  Net Working Capital, m€

+8% points

2008 2009

2010 ROCE expected 
to increase further

BOA Efficiency  

-182

-107

+70%

2008 2009

Strong on-going 
cash generation

ROCE AND NET WORKING CAPITAL 
SHOW SIGNIFICANT IMPROVEMENT 
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 DSC Renewal Rate1) 2)

 New DSC Business Signings1), bn€

Sales Efficiency and Effectiveness   

Retail30%

Technology

13%

Life Sciences & 
Healthcare

10%Automotive

10%

Consumer
24%

13%

Industrial 5%
Airline Business 4% 
Solutions
Energy 2%
Other 2%

1) excluding Williams Lea 2) based on contracts up for renewal

1.1

2009

1.1

2008

3rd consecutive 
year of signings 
above 1bn € 
forecasted

2009

>90%

2008

>90%
2010 slightly 
lower due to 
portfolio 
actions

NEW BUSINESS SIGNINGS AND 
RENEWAL RATE ARE INDUSTRY LEADING

 DSC New signings by sector1), 2009
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Operational Excellence   

2010e

~1,400

2009

1,228

2008

1,105

SAVINGS THROUGH OPERATIONAL EXCELLENCE AND 
SUPPORT FUNCTION EFFICIENCY REALIZED

 Number of Improvement Projects

-17%

2010e20092008

-20%

 Support Function Cost 

Support Function Efficiency   

Redirected towards simplification 
and focused growth

Use of standard tools drives 
improvement and ~100m€ cost 
savings for SC and customers
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 Contract Approval Process 

1) including all new business & renewals above 2 m€ capital or 15 m€ revenue 2) includes all start ups in their first 12 months of operations; excluding Williams Lea 

Portfolio Management     

2008 2009

100%

Jun
2009

Jun
2010

Mar
2010

Dec
2009

8% 
points

Improved business approval 
process with clear hurdles 
for ROCE

Clean customer portfolio: 
Exited or declined to renew 
underperforming contracts
New contracts now 
exceeding financial 
expectations

Increasing 
2010 trend

NEW BUSINESS PROFITABILITY AND 
START-UP ACCURACY IS INCREASING

 Av. ROCE of New Business Approvals1)

 Start-up Accuracy (actual vs. plan)2)
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1) Business Operating Assets

Operational 
Excellence

Sales Effi- 
ciency & 
Effective- 
ness

Portfolio 
Manage- 
ment

BOA1) 

Efficiency

Support 
Function 
Efficiency

1

2

3

4

5







Global standardized 
processes

Stronger focus on 
key markets

Streamlined 
overhead functions

Improved ROCE & 
Net Working Capital 
(NWC)

Improved Sales 
performance

TODAY’S RESULTS ARE THE SUCCESS OF THE 
IMPROVEMENT PROGRAM “5 TO THRIVE”

5 To Thrive 
Program 
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ECONOMIC CRISIS % CAGR

Source: Transport Intelligence; DPDHL Market Research

139
135

147

2008 2009 20112010 2012

+3%

+7%

-8%

2013

2008 
Level

 Contract Logistics market size, €bn

THE CONTRACT LOGISTICS MARKET IS EXPECTED TO 
RECOVER WITHIN 2 TO 3 YEARS 
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“5 TO THRIVE” TRANSFORMS INTO 
“GROWTH THROUGH EXCELLENCE”

Operational Excellence

Sales Efficiency & Effectiveness

Portfolio Management

Business Operating Asset 
(BOA) Efficiency

Support Function Efficiency

1

2

3

4

5

Continuous 
Improve- 

ment

Profitable 
Growth

May 2009 November 2010

Growth Through Excellence

“5 To 
Thrive” 

Program 
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Growth 
Through 

Excellence
Profitable Growth

Sector Focus4

Strategic Products 
Replication5

Sales Effectiveness6

Continuous 
Improvement

Operations Excellence1

Cost Leadership2

Organizational 
Capability3

+ Focus of 
today

Focus of 
today

GROWTH THROUGH EXCELLENCE 
CONSISTS OF 6 KEY PROGRAMS
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Operations Excellence1
+

• Global operational standards 
and leveraging best practice

• Consistent operational quality 
measures 

• Global purchasing initiatives

• Improved productivity through 
effective labor management

• Carbon efficiency targets part 
of scorecard process

Operations Excellence

DELIVER CONSISTENT SERVICE AND OPERATIONS 
EXCELLENCE TO OUR CUSTOMERS WORLDWIDE
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Medium Tier
High-End

Market Leading Dual 
Vendor Strategy

15% IT Cost savings 
on 2008 base line

Scalable IT 
platforms 

supporting 
profitable growth

Operations Excellence – IT Standards 

IMPLEMENTING IT STANDARDS IS PART 
OF OPERATIONS EXCELLENCE

 Scalable, modular IT Warehouse Management Solutions in place

Operations Excellence1
+
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EnergyEnergy AutomotiveAutomotive

RetailRetail

TechnologyTechnology

ConsumerConsumer

Life Sciences & 
Healthcare 
Life Sciences & 
Healthcare

+

Sector Focus4Sector Focus

7%
Retail

31%

16%

Consumer
21%

Life Sciences 
& Healthcare

15%

10%

Others2)

Automotive

Technology

1)  excludes Williams Lea; based on new 2010 sector definition  2) incl. Airline Business Solutions, Energy & Industrial

CONSISTENTLY DEEPEN THE EXPERTISE IN OUR 
CHOSEN MARKET VERTICALS AS IT IS CRITICAL TO GROWTH

• Sector approach is how we 
manage the business in most 
countries and regions

• Dedicated Global teams 
established for six key sectors

 DSC 2009 Sector Revenue Split1)
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Dedicated Accounts represent 
14% of DHL SC Revenue

Sector Focus

Dedicated Accounts grow 
6% points above DHL SC

86%

14%

Rest of 
Business

6% points

Dedicated
Accounts

13%

DHL SC1)

7%

25 DEDICATED GLOBAL ACCOUNTS ARE BENEFITING 
FROM A GLOBAL MANAGEMENT APPROACH 

+

Sector Focus4

 Dedicated Account revenue share1)  Revenue Growth Q3 YTD1)

1)  excludes Williams Lea
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Lead Logistics Provider

• Strategic Products drive profitable 
growth agenda

• Global replication leveraging:

– Global operational standards

– Sales Sector Teams

– Transfer of best practice

+
Strategic Products 
Replication5

Hospital Logistics

Services Parts Logistics

Airline Solutions

Integrated Supply

E-Commerce

Co-Packing

Strategic Products Replication

Deep-Dive

DEVELOP AND REPLICATE LONG LASTING INNOVATIVE 
SOLUTIONS THAT SIMPLIFY OUR CUSTOMERS’ LIVES
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 Marketing & Procurement Process Optimization

Integrated 
Supply Solution
Sourcing and/or 
procurement, 
coupled with the 
provision of 
logistics services

The 
Challenge

Improve marketing 
procurement processes to 
reduce cost and out of stock

The 
Solution

Best in class marketing 
processes established in 
alignment with logistics 

The 
Result

Improved inventory levels 
and out of stock
Reduced cost with increased 
number of circulars by 50%

INTEGRATED SUPPLY IS ONE OF OUR 
STRATEGIC PRODUCTS  

Customer Case of a Global Retail Company
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THE WILLIAMS LEA CUSTOMER CASE IS AN EXAMPLE 
OF A TRANSFORMATIONAL BPO TYPE SOLUTION

 DHL Supply Chain & Williams Lea Integrated Transformational BPO type Solution 

Raw 
Materials

Distri- 
butor

Pro- 
duction

Retailer Con- 
sumer

Supply Chain Transformation

Logistics Processes 

Business Process Transformation

Marketing Processes

Print Procurement & Distribution

adjacent 
processes

delivered by

delivered by

etc.
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THEREFORE  WILLIAMS LEA HAS A SUCCESSFUL 
STRATEGIC FIT TO DHL SUPPLY CHAIN

Comparable 
business 
models

We leverage 
each others’ 
strengths

Together we are 
changing the 
industry

• Both, DHL Supply Chain and Williams Lea, leading 
in their outsourcing markets, …

• …driving improvement and transformation of our 
customer’s business processes

• Cross selling of DHL Supply Chain’s strong 
customer base to Williams Lea

• Best practice transfer of Williams Lea’s consultative 
selling approach

• Integrated offering to win large transformational BPO 
type deals
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Providing above the wing 
items for airlines

Operating an award winning 
drinks industry platform

Testing and repairing cell phones

Our path leads to a long term vision to become a 
provider of large BPO type transformational deals

THE SUPPLY CHAIN BUSINESS MODEL IS MORE 
THAN JUST WAREHOUSING AND TRANSPORTATION

Providing healthcare products 
to hospitals NHS Supply Chain
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Provider 
of Choice

Investment of 
Choice

Employer of 
Choice

SUPPLY CHAIN WILL CONTINUE TO IMPROVE 
ITS PERFORMANCE ALONG THE THREE BOTTOM LINES

 DPDHL Three Bottom Lines

Growth 
Through 

ExcellenceProfitable Growth

Sector Focus4
Strategic Products 
Replication5

Sales Effectiveness6

Continuous 
Improvement

Operations Excellence1
Cost Leadership2
Organizational Capability3

+

• Continued to improve our financial 
metrics 

• Created a leaner organization to 
drive sales and improve operational 
efficiency

• Prepared for increased growth 
with Growth Through Excellence
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