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Challenges From Changing Customers Requirements

Resulting Challenges for 
Contract Logistics Providers

Integrated overseas logistics offerings required
Multi-country and regional service capabilities required
Presence in G7 and major growth areas expected (Asia, EE, SA)
Global references for business development needed

Common operating procedures and common IT platform needed 
to enable efficient and effective customer interfaces
Application standardization opportunities need to be captured
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3 SUPPLY CHAIN THINKING
Better, more comprehensive and more sophisticated core 
logistics services required
Additional services and value creating solutions expected

Short notice cancellation options expected
Increasing number of variations within contracts vs. 
original scope

Changes in customers'
Contract Logistics 

Requirements
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DHL Solutions’ Good Positioning for the Future

Optimized infrastructure, concentrated in strategic locations

Global and regional network capabilities

Good industry coverage and customer intimacy

Qualified, motivated people and teams

Good geographical coverage in Europe

Relatively high level of standardization
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Contract Logistics Network Development

Rationale for Changing Network Model: Shift from country focus to 
regional optimization by product/market and the EU extension to the East

1990’s Concept: Decentralized Networks

National warehouses limited by strong country borders
National markets slowly became international (EU)
“Logistics borders” started to disappear
Development of European Distribution Centers (EDC) for 
Western Europe and national warehouses for Eastern 
Europe

Concept Since 2000: Hybrid Networks

EU Enlargement (10 new members, + 75 M people)
Rising of production plants in East Europe
National warehouses in Europe are being replaced by 
RDC/EDC for Central/ Eastern Europe
New models lead to 2-3 EDC’s in Europe
Decline of importance of National DC – partly due to
production moving to Eastern Europe (factory distribution)
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Current Situation:
DHL Solutions present in most 
strategic areas in Europe

Future Focus:
Close remaining LC’s in non-
strategic areas and concentrate 
business in bigger multi-user 
warehouses in main GDP areas

DHL Solutions Infrastructure

Main Strategic Areas
Areas where DHL Solutions is not yet present
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DHL Solutions IT Situation

Standardization on Prologs is progressing quickly

64 sites in Europe (75 worldwide)
24 countries worldwide
more then 160 customers live
45 new implementations ongoing/planned
until end 2005

= Implemented 

= Near Future
Information updated September 2004
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Promising Results of Consistent Sales Approach

Consistent Pan-European 
DHL Solutions Sales 
Approach 

– Focus on Specific 
Segments (FMCG, Retail, 
Life Style & Apparel, Hi-
Tech, Life Science)

– Focus on Strategic 
Locations 

– Build Around Existing 
Competencies

– Cooperate Closely with 
GCS (key to success in 
the next few years)

Number of New CL Contracts Closed
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Gains From Enhanced Account Management

Share of Multi-Country Accounts in DHL 
Solutions Portfolio

Growth of Multi-Country Accounts in EUR
(2002 = 100)

Account Management

– Active Pursuit of Cross-
Country Customer 
Leveraging 

– Main Objective: to 
Increase Customer 
Penetration (which in 
many cases also 
increases the spend with 
other DHL business units 
– Express, Freight, DDAO)

– Start of Dedicated Effort: 
18-24 Months Ago
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Some Recent Cases to Illustrate Our Strategy

Since 2001, growth is concentrated in our main strategic locations

CUSTOMER 4

CUSTOMER 3

CUSTOMER 2CUSTOMER 1

CUSTOMER 5
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The Change in Customer Partnerships

Traditionally: long-term 
partnerships with customers 
(annual attrition rate < 10%)

Customer focus today shifting 
more towards both Supply Chain 
Optimisation and cost reduction

New commercial models needed with 
incentives for both partners to take cost out 
of the supply chain

In future: quality of the partnership will be 
driven by the added value we bring to the 
table instead of the contractual terms alone

2004 2005 2006

Progress of 
business transfer 
to DHL Solutions

0%

100%

Based on progress of business transfer to 
DHL we reduce management fee gradually to 
Y%. All savings compared to baseline are 
shared 50/50.

X%

Y%

DHL
Solutions
Management
Fee

Business
Transferred

to DHL
Solutions

Example
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Risk Control Measures

Ensure Strategic Customer Fit

Use Traditional Risk and Legal Analysis

Use Advanced Cost Modelling and Control 
(ABACUS)

VARIANCE ANALYSIS Warehousing

Seasonality min day min week AVG max 
week

max day own 
scenario

Volume 50% 80% 100% 120% 180% 110%

direct FTE whs 31,9 51,0 63,7 76,5 114,7 70,1
direct FTE admin 5,5 8,8 10,9 13,1 19,7 12,0
indirect FTE 3,5 4,4 5,1 5,7 7,7 5,4
Total FTE 40,8 64,2 79,8 95,4 142,1 87,6
Fixed 79,8 79,8 79,8 79,8 79,8 # 79,8

Scenario 
analysis

worst case lower limit base 
case

upper 
limit

best 
case

own 
scenario

Costs 110% 105% 100% 95% 90% 105%
Productivity 75% 90% 100% 105% 110% 95%
Storage 75% 85% 100% 110% 120% 100% 100%
Volume 60% 85% 100% 125% 140% 95% 100%

Combined 
effect

worst case lower limit base 
case

upper 
limit

best 
case

own 
scenario

direct FTE whs 68,2 60,0 63,7 76,6 82,2 63,7
direct FTE admin 10,6 9,4 9,9 11,8 12,6 9,9
indirect FTE 5,1 5,1 5,1 5,1 5,1 5,1
Total FTE 83,9 74,5 78,8 93,5 99,9 78,8

Turnover 4.416 5.178 5.655 6.426 6.896 5.518

Pers costs 2.998 2.552 2.564 2.875 2.905 2.693
Building costs 1.464 1.389 1.474 1.556 1.614 1.548
Other costs 863 783 786 858 873 820
Total costs 5.326 4.725 4.824 5.288 5.392 5.060

OR 2 -911 453 831 1.138 1.504 458
ROS -20,6% 8,7% 14,7% 17,7% 21,8% 8,3%

Seasonality effect on FTE requirements
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Ensuring Strategic Customer Fit

Principles

Customer Strategy: 
DHL Logistics growth 
will come mainly from 
multinational 
customers in targeted 
segments

Geographic Strategy: 
Operations outside 
strategic locations are 
only possible for 
customer-dedicated 
operations, with lease 
and personnel back-
to-back contracts

Decision Tree
ILLUSTRATIVE
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Risk Mitigation – The Traditional Elements

Reliable Cost Calculation
– Standardized cost calculation methodology and tools
– European cost, rate and productivity databases

Risk Management
– Mandatory customer contract analysis
– Global insurance program handling & reporting
– Claims handling & reporting

Governance
– Clear authority levels / approvals required for both offers and 

contracts to be signed
– Systematic, regular contract and performance reviews
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ABACUS CL Tendering Process Support

RFI RFQ

Logistics
Questionnaire/
Tender 
Document

Process
Design

Activity
Based
Cost
Calc.

Tariff
Calcula-
tion and 
Approval

Investment
Appraisal

Commercial
Contract
Negotiations

Implemen-
tation Monitoring

ABACUS Activity Based Costing Tool

• Generates a quantitative basis for new tariff proposals using realistic standard costs

• Calculates required resources (FTE, equipment and space) for new organizations using 
volume forecasts and productivity information

• Supports customer and process profitability analysis with an Activity Based 
Management Model

OUTBOUND FLOW
1.400.199 cartons 360.000 orderlines

87.512 pallets
Orderpick
TV pallets

30% of orderlines
81%

4.720.000 cartons
1.659.495 cartons 4.720.000 cartons 4.720.000 cartons 9.000 departures

20.488 pallets 197.990 pallets 90.000 197.990 pallets
Orderpick Label Add info Load

pallets pallets package pallets
30% of orderlines all pallets all orders 22 pallets per truck
19%

1.660.307 cartons
47.488 pallets 759.801 cartons 89.990 pallets

Replenish Orderpick Wrap
pallets TV's pallets

18,45 cartons per pallet
8,44 TV's

10,01 Audio & DVD
11.117 pallets 900.505 cartons

Replenish Orderpick
pallets cartons

SourceCollective Labour Agreement Danzas Logistics (May 2000) + 3%
turnover

shift basic hours FTE basic shift total overhead margin interest per tariff
annual allowance hours hourly required required labour allowance costs working FTE per hour

type description costs (y/n) per year costs costs costs capital type per FTE

LM1 Aank. loodsmedewerker; gr 1 26.780 y 1.497 17,89 6.899 4,61 123.424 6.795 130.218 10.417 21.095 1.595 163.327 23,67
LM2 Loodsmedewerker; gr 2 27.951 y 1.497 18,67 55.136 36,83 1.029.466 52.187 1.081.653 86.532 175.228 13.250 1.356.664 24,61
LM3 Allround loodsmedewerker; gr 3 31.869 y 1.497 21,29 24.458 16,34 520.670 35.181 555.850 44.468 90.048 6.809 697.175 28,51
LM4 Voorman; gr 4 33.804 y 1.497 22,58 0 0,00 0 0 0 0 0 0 0
LB5 Loodsbaas; gr 5 / planner 36.395 y 1.558 23,36 0 0,00 0 0 0 0 0 0 0
LB6 Loodsbaas; gr 6 40.019 y 1.558 25,69 1.298 0,83 33.349 0 33.349 2.668 5.403 409 41.828 32,22

WM7 Warehouse man II; gr 7 42.297 y 1.558 27,15 0 0,00 0 0 0 0 0 0 0
WM8 Warehouse man I; gr 8 46.928 y 1.558 30,12 1.558 1,00 46.928 0 46.928 3.754 7.602 575 58.859 37,78
AM1 Aank. admin. medewerker; gr 1 26.597 y 1.542 17,25 0 0,00 0 0 0 0 0 0 0
AM2 Admin. ass. / data typiste; gr 2 28.282 y 1.542 18,34 0 0,00 0 0 0 0 0 0 0
AM3 Admin. medewerker; gr 3 30.872 y 1.542 20,02 3.669 2,38 73.465 2.782 76.248 6.100 12.352 934 95.634 26,06
AM4 Allround admin. medewerker; gr 4 33.919 y 1.542 22,00 12.421 8,05 273.216 9.170 282.386 22.591 45.747 3.459 354.183 28,52
AM5 Medewerker O&D; gr 5 ? 36.506 y 1.622 22,51 1.500 0,92 33.760 0 33.760 2.701 5.469 414 42.344 28,23
AM6 Allround medewerker O&D; gr 6 39.080 y 1.622 24,09 0 0,00 0 0 0 0 0 0 0
AM7 Teamleider; gr 7 41.710 y 1.622 25,72 0 0,00 0 0 0 0 0 0 0
AM8 Office manager; gr 8 41.734 y 1.622 25,73 1.622 1,00 41.734 0 41.734 3.339 6.761 511 52.344 32,27
OH3 Receptioniste / adm. Medewerker 32.239 y 1.574 20,48 0 0,00 0 0 0 0 0 0 0
OH4 Junior systeembeheerder; gr 4 34.497 y 1.574 21,92 0 0,00 0 0 0 0 0 0 0
OH5 Afd. secr. /  Ass. Boekh; gr 5 36.738 y 1.525 24,09 0 0,00 0 0 0 0 0 0 0
OH6 Boekhouder; gr 6 40.561 y 1.525 26,60 0 0,00 0 0 0 0 0 0 0
OH7 Systeembeheerder / secr; gr 7 43.270 y 1.525 28,37 1.271 0,83 36.059 0 36.059 2.885 5.841 442 45.226 35,59
OH8 Groepsleider; gr 8 ? 43.215 y 1.525 28,34 0 0,00 0 0 0 0 0 0 0
DC9 DC manager; gr 9 63.860 n 1.677 38,08 0 0,00 0 0 0 0 0 0 0

DC10 DC manager; gr 10 75.459 n 1.677 45,00 1.677 1,00 75.459 0 75.459 6.037 12.224 924 94.644 56,44
DC11 DC manager; gr 11 82.217 n 1.677 49,03 0 0,00 0 0 0 0 0 0 0
DC12 DC manager; gr 12 100.057 n 1.677 59,66 0 0,00 0 0 0 0 0 0 0

FM foreman 33.804 y 1.497 22,58 8.931 5,97 201.680 10.901 212.580 17.006 34.438 2.604 266.629 29,85
120.441 79,77 2.489.209 117.016 2.606.224 208.498 422.208 31.926 3.268.857

VARIANCE ANALYSIS Warehousing

Seasonality min day min week AVG max 
week

max day own 
scenario

Volume 50% 80% 100% 120% 180% 110%

direct FTE whs 31,9 51,0 63,7 76,5 114,7 70,1
direct FTE admin 5,5 8,8 10,9 13,1 19,7 12,0
indirect FTE 3,5 4,4 5,1 5,7 7,7 5,4
Total FTE 40,8 64,2 79,8 95,4 142,1 87,6
Fixed 79,8 79,8 79,8 79,8 79,8 # 79,8

Scenario 
analysis

worst case lower limit base 
case

upper 
limit

best 
case

own 
scenario

Costs 110% 105% 100% 95% 90% 105%
Productivity 75% 90% 100% 105% 110% 95%
Storage 75% 85% 100% 110% 120% 100% 100%
Volume 60% 85% 100% 125% 140% 95% 100%

Combined 
effect

worst case lower limit base 
case

upper 
limit

best 
case

own 
scenario

direct FTE whs 68,2 60,0 63,7 76,6 82,2 63,7
direct FTE admin 10,6 9,4 9,9 11,8 12,6 9,9
indirect FTE 5,1 5,1 5,1 5,1 5,1 5,1
Total FTE 83,9 74,5 78,8 93,5 99,9 78,8

Turnover 4.416 5.178 5.655 6.426 6.896 5.518

Pers costs 2.998 2.552 2.564 2.875 2.905 2.693
Building costs 1.464 1.389 1.474 1.556 1.614 1.548
Other costs 863 783 786 858 873 820
Total costs 5.326 4.725 4.824 5.288 5.392 5.060

OR 2 -911 453 831 1.138 1.504 458
ROS -20,6% 8,7% 14,7% 17,7% 21,8% 8,3%

Seasonality effect on FTE requirements

0,0

20,0

40,0

60,0

80,0

100,0

120,0

140,0

160,0

50% 80% 100% 120% 180% 110%

min day min week AVG
max
week max day

own
scenario

direct FTE whs
direct FTE admin
indirect FTE
Fixed

Combined effect scenario's

0

1.000

2.000

3.000

4.000

5.000

6.000

7.000

8.000

worst case lower limit base case upper limit best case own
scenario

-25,0%

-20,0%

-15,0%

-10,0%

-5,0%

0,0%

5,0%

10,0%

15,0%

20,0%

25,0%

Screenshots



Page 15Rolf Habben-Jansen, Mastering Market Challenges, Capital Markets Day, 06.09.2004

Summary: Mastering Market Challenges

We at DHL Solutions understand:

the market segments in which we compete

the companies we target to do business 
with

where we want to compete geographically

We have the capabilities:

to further build and grow our profitable 
business

to manage risk from the onset

to react to changing customer demands

DHL Solutions:

Successful 
Contract Logistics

at DPWN


