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Introduction 

The Swedish Post and Telecom Authority (PTS) is responsible for the monitoring, 

analysis and reporting on the development of the postal market. Our annual analysis 

– Swedish Postal Market – is an important document for anyone interested in 

understanding how the market has changed. The report provides the reader with a 

good overall picture of both the development work carried out by the market actors 

and PTS's work with regulation, monitoring and supervision in this area. PTS's analysis 

of how the letter and parcel markets are developing in terms of volumes, turnover 

and the competitive situation is an important part of the Authority's monitoring. 

There are a number of environmental, economic and social initiatives underway to 

improve the sustainability of the postal market.  These includes shifts to sustainable 

supply options. In this year's report, PTS has therefore focused on sustainability 

aspects in order to provide a picture of the important work being done both 

internationally and nationally for the sustainable development and transformation of 

the postal market. 

 

 

Dan Sjöblom  

Director General 
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Abbreviations and terminology 

Terms used in the report 

Address location: a location that, according to the Land Registry, indicates a 

residential or business address; usually the entrance to the building containing the 

residence or business. 

Letter: an addressed item enclosed in an envelope or other type of covering and 

weighs a maximum of 2 kg, as well as postcards, cards, and similar items. 

B2B Parcel: Items sent from business to business  

B2C Parcel: Items sent from business to consumer  

C2X Parcel: Items sent from consumers to all types of recipients  

Parcel letter: a consignment of goods weighing 0-2 kg processed and distributed as 

part of the flow of letters.1 

Parcel delivery services: services that include the collection, sorting, transport, and 
distribution of parcels. 

Postal facility: mailbox, letterbox (mail slot), mail compartment in a property box or 
similar device for receiving postal items.   

Mailbox: Facility2 in which the recipient / addressee receives their postal items. 

Universal postal service: Postnord is currently the designated provider of the 

universal postal service.  

                                                        
1 There is no definition in the Postal Services Act for the small parcels that, like "ordinary letters", are 

distributed within regular delivery routes. In postal legislation, both types of items constitute letters and 

the distribution of these constitutes postal activities subject to a permit. Marketwise, however, parcel 

letters compete with "ordinary parcels" (primarily B2C), which in many cases are within the weight range 

0-2 kg and where only the manner of conveying the consignment to the recipient differs. The lack of a 

clearly defined term has created some difficulties in previous reports to refer to these items in a 

consistent and clear manner. Therefore, PTS introduces the term parcel letter, which corresponds to the 

English term "packet". The introduction of the term also makes it easier to avoid using different 

operators' service designations such as Varubrev (light goods mail item), Postlådepaket (small parcel) 

and Brevlådepaket (mailbox parcel). 
2 Can be a letter box in the door, property box, individual mailbox, mailbox in a collection of mailboxes, 

community mailbox, or other special solution. 
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According to Chapter 1, Section 2 of the Postal Services Act, a universal postal 

service is a postal service that must be available throughout the country, that is of 

good quality and that enables all users to receive postal items and to deliver such 

items at reasonable prices for carriage.  

Chapter 3, Section 1 of the Postal Services Act states that the universal postal service 

must meet the requirements that: 

1. at least one collection and at least one delivery of postal items shall be 

carried out every working day and at least five days a week, except in 

circumstances or geographical conditions deemed as grounds for exemption 

by the licensing authority, 

2. the dispatch and drop-off points must be sufficiently close to meet users' 

needs, 

3. compliance with the provisions on transit times announced by the 

Government or the authority designated by the Government, 

4. it must be possible to insure postal items and to receive a receipt confirming 

that a postal item has been received, 

5. single postal items must be transported at uniform prices, and 

6. the terms of service shall be publicly available. 
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Abbreviations for organisations 

ERGP: The European Regulators Group for Postal Services.   

POC: Postal Operations Council 

PTS: Swedish Post and Telecom Authority 

UPU: Universal Postal Union 

 

Laws and directives 

EU Parcel regulation: Regulation (2019:190) laying down additional provisions to the 

EU Regulation on cross-border parcel delivery services 

PTS regulations on notification and provision of other information concerning 

parcel delivery services; PTSFS 2020:3  

Postal Directive: Directive 97/67/EC of the European Parliament and of the Council of 

15 December 1997 on common rules for the development of the internal market of 

Community postal services and the improvement of quality of service, as amended 

by Directive 2002/39/EC of the European Parliament and of the Council of 10 June 

2002 and Directive 2008/6/EC of the European Parliament and of the Council of 20 

February 2008. 

Postal Services Act (2010:1045) 

Postal Services Ordinance (2010:1049) 

PTS General Advice on Mail in the Provision of Universal Postal Service, PTSFS 

2008:6. 
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Summary 

The Swedish Post and Telecom Authority (PTS) is responsible for the monitoring, 

analysis and reporting on the development of the postal market. The issue of 

sustainability and sustainable supply has become an increasingly important issue. 

Through the Global Goals of the 2030 Agenda, it is clear that working towards a 

more sustainable society concerns everyone who affects the development of the 

postal market in different ways. This involves creating environmentally sustainable 

supply chains, but also making postal services socially sustainable and responsive to 

the needs of users, regardless of their ability or where they live in the country. At the 

same time, these aspects must be weighed against the cost of providing postal 

services to ensure that they are economically sustainable over time. A government-

appointed inquiry into the financing of the universal postal service is currently 

underway and should be completed by the end of January 2023. 

The digitalisation of society has led to major changes in users' communication habits. 

In 2021, about 1.5 billion letter items were sent within Sweden, of which about 1.4 

billion were traditional letters and about 73 million were parcel letters (letters intended 

for the shipment of goods). Compared to 2020, the total letter market has decreased 

by 5.4% in terms of volumes, and increased by 1.1% in terms of turnover. The overall 

figures hide the fact that while traditional letters have decreased both in terms of 

volumes (-7%) and in terms of turnover (-9%), parcel letters have increased both in 

terms of volumes (+45%) and turnover (+74%). 

Demand for environmental sustainability from users is driving innovation in the 

market. In this year's report, PTS has highlighted some examples of ongoing 

initiatives to make deliveries more environmentally friendly, such as: more 

environmentally-friendly transport, more sustainable packaging with less air and filler, 

coordination of transport flows, recycling initiatives, information to consumers to 

increase demand for sustainable delivery choices, work towards a more sustainable 

working environment in the e-commerce sector, and more operators offering 

delivery to parcel lockers as an alternative to home delivery and delivery to agents. 

Sustainability issues have also received increased attention in PTS's work, both 

internationally and nationally, in recent years. For example, since the beginning of 

2022, the European Regulators Group for Post (ERGP) has a dedicated ERGP 

Sustainability Work Group, in which PTS participates, which discusses how member 

countries can create more sustainable postal services. In addition, the Authority 
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works both through regulation and promotion (analysis, dissemination of information 

and collaboration) to create the conditions for socially, environmentally and 

economically sustainable postal services. 

PTS plans to update the regulation of delivery within the framework of the universal 

postal service in 2023. An important prerequisite for this is to ensure that postal 

services continue to be socially sustainable, even for the most vulnerable user groups 

in society. For example, users who already have a long distance to their postal facility 

should not have to travel further, and elderly and disabled people should continue to 

have their mail delivered to their homes.  

Another input has been that the regulatory framework should, as far as possible, 

create conditions for postal services that both meet users' needs and are 

environmentally sustainable in the long term. As recipients want more large 

consignments delivered close to home, this places greater demands on society to 

find safe delivery locations that do not involve traffic inside residential areas and on 

pedestrian streets. With more deliveries from more operators, there is also a need for 

coordination of transport to reduce the impact of emissions while enabling increased 

service in sparsely populated parts of the country. 

Changes in postal delivery are a continuous process and are necessary to adapt the 

service to the changing needs of society. PTS's intention with the updated regulatory 

framework is to clarify for interested parties how the change process should be 

carried out and in which situations the universal postal service provider is not obliged 

to deliver postal items according to the postal regulatory framework. The aim is to 

create greater regulatory predictability, leading to greater certainty in the event of 

changes in delivery.  

In 2021 and 2022, PTS has continued to monitor Postnord's implementation of the 

operator's new production model, which involves the delivery of certain postal 

services every other day. The implementation seems to have worked well as the 

Authority has received relatively few complaints regarding problems encountered by 

users due to the change in the frequency of distribution. This picture is also 

confirmed by the results of a recent survey of the population's use of postal services 

commissioned by the Authority, which showed that 92% of respondents need postal 

delivery up to three days a week.3 However, PTS supervision shows that the margins 

in Postnord's production process are decreasing, which means that the operator has 

less time to overcome problems that may arise in the delivery process. In 2022, PTS 

will continue to monitor the impact of the model on Postnord's measurements of 

delivery times.   

                                                        
3 The population's use of postal services in 2022, PTS-ER-2022:15, Dnr 21-11667. 
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1. Focus on sustainable development 
places new demands on the postal 
market  

The Swedish Post and Telecom Authority (PTS) is responsible for the monitoring, 

analysis and reporting on the development of the postal market. The issue of 

sustainability and sustainable delivery has become an increasingly important issue in 

recent years. Through the Global Goals of the 2030 Agenda, it is clear that working 

towards a more sustainable society is a responsibility that concerns everyone who 

affects the development of the postal market in different ways. It covers companies 

providing postal services as well as public actors and consumers. Of course, this 

involves creating environmentally sustainable supply chains, but also making postal 

services socially sustainable and responsive to the needs of users, regardless of their 

ability or where they live in the country. For this to be possible, it is also important that 

the postal service is financially sustainable in the long term.  

In this report, PTS defines sustainability as the need for society to balance social, 

environmental and economic aspects in order to promote the sustainable 

development of the postal service. This means acting responsibly and minimising the 

risk of negative impacts, but also seizing opportunities for sustainable value creation 

through innovative business models and solutions. 

In this chapter, PTS describes some ongoing initiatives in this area, both 

internationally and nationally, including the Authority's own regulatory and 

promotional work.  

1.1 International work  

1.1.1 The EU and the ERGP 

The EU Green Deal, presented by the European Commission in December 2019, aims 

to make the EU the world's first climate-neutral region. The Green Deal aims to move 

the EU towards "a modern, resource-efficient and competitive economy" with, 
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among other things, zero net greenhouse gas emissions.4 The Green Deal has a 

significant impact on the transport-intensive postal sector.  

PTS participates in EU work through the European Regulators Group for Postal 

Services (ERGP), which consists of PTS and the corresponding regulatory authorities 

in other EU countries. ERGP's role is to provide advice and support to the European 

Commission on the regulation of the European postal market. In the light of the Green 

Deal, the ERGP has stepped up its work on sustainability issues and will have a 

dedicated ERGP Sustainability Work Group as of 2022.  

The ERGP already produced a report in 2021 on the Green Deal and its impact on the 

postal sector.5 The report focuses in particular on the assessment, prevention and 

mitigation of environmental impacts of postal operators' activities. The report 

concludes that the postal sector is likely to be substantially affected by, inter alia, 

measures to reduce carbon dioxide emissions from transport. At the same time, the 

ERGP notes that there is currently no EU-wide mandate for postal regulators to act 

on environmental sustainability issues, but that individual postal operators have 

already taken many initiatives for reduced carbon emissions and other environmental 

improvement measures. 

It is clear that the term "sustainability" in EU work refers primarily to environmental 

sustainability. This does not mean that economic and social aspects are not on the 

agenda, but that they are dealt with separately. Social sustainability is a central pillar 

of the EU Postal Directive6 which requires the provision of a high-quality universal 

postal service, thus serving as a socially cohesive framework for the distribution of 

communications and parcels for all EU citizens, regardless of where they live. In 

recent years, however, there has been criticism7 that the Postal Directive in its current 

form is not conducive to economic sustainability, especially given the dramatic 

changes in society's needs for postal services due to the ongoing digitalisation and 

                                                        
4 European Commission, The EU Green Deal, https://ec.europa.eu/info/strategy/priorities-2019-

2024/european-green-deal_en (downloaded 24-02-2022) 
5 European Regulators Group for Postal Services, ERGP Report on Green Deal and the Postal Sector, ERGP 

(21) 27, 

https://ec.europa.eu/docsroom/documents/48201/attachments/1/translations/en/renditions/native   
6 Directive 97/67/EC of the European Parliament and of the Council of 15 December 1997 on common rules 

for the development of the internal market of Community postal services and the improvement of quality 

of service, as amended by Directive 2002/39/EC of the European Parliament and of the Council of 10 

June 2002 and Directive 2008/6/EC of the European Parliament and of the Council of 20 February 2008. 
7 See, e.g., the opinion of the ERGP: European Regulators Group for Postal Services, ERGP Opinion on the 

Review of the Regulatory Framework, ERGP PL I (19) 12, 

https://ec.europa.eu/docsroom/documents/36162/attachments/2/translations/en/renditions/native  

 

https://ec.europa.eu/info/strategy/priorities-2019-2024/european-green-deal_en
https://ec.europa.eu/info/strategy/priorities-2019-2024/european-green-deal_en
https://ec.europa.eu/docsroom/documents/48201/attachments/1/translations/en/renditions/native
https://ec.europa.eu/docsroom/documents/36162/attachments/2/translations/en/renditions/native
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the consequent accelerating decline in letter volumes. PTS is working through the 

ERGP to bring about a revision of the Postal Directive as soon as possible.  

The current Postal Directive was last revised in 2008 and there are ongoing 

discussions within the EU as to whether the Directive now needs to be revised to 

accommodate the major changes taking place in society and in the postal market. 

The Commission has recently presented an evaluation of the current Postal Directive 

and concludes that it is "desirable to examine [...] the potential future adaptation of 

the regulatory framework".8 How and when such a process of reviewing and possibly 

amending the Directive will take place is not yet clear, but PTS estimates that any 

new rules at EU level are several years away. In order to ensure both economic and 

social sustainability, PTS considers it particularly important that future European 

postal regulation is based on the needs of citizens in an increasingly digital society, 

which are significantly different from when the current directives were put in place 

more than ten years ago. 

1.1.2 Universal Postal Union  

The Universal Postal Union (UPU) is a trade body for postal matters within the United 

Nations. PTS is responsible for dealing with issues relating to Sweden's participation 

in UPU activities. In August 2021, the 27th Postal Union Congress was held. Among 

other things, the Congress considered proposals to reduce carbon emissions in the 

postal sector.  

Sweden is a member of the Postal Operations Council (POC) during the next 

Congress period. The POC is one of four permanent bodies of the UPU and is 

responsible for commercial, technical and economic matters relating to postal 

services, including decisions on implementing regulations of the Universal Postal 

Convention. Being a member of the POC means increased opportunities for Sweden 

to influence the international postal market. Postnord, the designated national 

operator, represents Sweden in the POC.   

1.2 Developments in the market and the various sustainability 
initiatives of operators 

The Swedish postal market continues to develop at a rapid pace, partly reinforced by 

the Coronavirus pandemic. According to Postnord's annual e-barometer, growth in 

Swedish e-commerce was 20 per cent during the year. All product categories have 

                                                        
8 European Commission, Report from the Commission to the European Parliament and the Council on the 

application of the Postal Services Directive (Directive 97/67/EC, as amended by Directives 2002/39/EC 

and 2008/6/EC), COM (2021) 674 final, p. 12. 
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developed positively, with daily consumer goods showing the highest growth.9 

Goods deliveries in the letter distribution also continue to increase while total letter 

volumes are decreasing (see sections 2.3 and 2.8). 

PTS notes that the increasing demand for flexible delivery is consumer- and user-

driven. The consumer or recipient has a greater need to be able to decide when, 

where and how a delivery is made. For example, they want to be able to decide 

whether they want deliveries in their mailbox, to a parcel box or to an agent. 10 

The e-commerce industry and mail and parcel distributors have increased their focus 

on sustainability. A wide range of activities are underway to make supplies more 

sustainable from an environmental, social and economic perspective. These include 

fossil-free deliveries, less air in packages, better opportunities for shared shipping 

from different carriers, more efficient and environmentally-friendly returns and good 

working conditions for employees. Below, PTS indicates some major activities that 

are worth highlighting in this context.  

1.2.1 More environmentally-friendly transport 

Work on fossil-free transport and sustainability labelling of transport is ongoing in 

several places.11 For example, carriers are also testing electric vehicles for heavier 

distribution, renewable aviation fuel for cargo flights and improved renewable fuels 

for road transport. In addition, there is, e.g., an industry initiative from the retail sector 

to develop an industry agreement on the definition of fossil-free transport in e-

commerce.12 This definition is intended to be used as a description of fossil-free 

transport when a customer chooses a delivery mode with their e-retailer.  

1.2.2 More sustainable packaging 

More sustainable packaging with less air and filler or better cooling properties to 

reduce the use of refrigeration units in vehicles, etc., are other initiatives to increase 

sustainability.13 With less air in the packages, more consignments can be packed in 

vehicles and the number of transports can be reduced. One such initiative is the 

                                                        
9 E-barometer 2021 annual report (Postnord) 
10 E-barometer 2021 annual report (Postnord) p. 35. 
11 Sustainability labelling for freight transport and e-commerce. 

https://www.energimyndigheten.se/energieffektivisering/program-och-uppdrag/Sektorsstrategier-for-

energieffektivisering2/ataganden/hallbarhetsmarkning-for-godstransporter-och-e-handel/ (Retrieved 

2022-03-17) 
12 Presentation of the draft industry agreement for the fossil-free supply https://youtu.be/VpTIhkxq3V0 

(Retrieved 2022-03-17) 
12 https://closer.lindholmen.se/projekt/storskaliga-samordnade-och-kundanpassade-e-handels-leveranser   

(Retrieved 2022-03-17) 

 

https://youtu.be/VpTIhkxq3V0
https://closer.lindholmen.se/projekt/storskaliga-samordnade-och-kundanpassade-e-handels-leveranser
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Packaging Journey project, which Postnord and Chalmers University of Technology, 

inter alia, have been working on.14 

1.2.3 Coordination of transport flows 

Analysis of actual supply flows in both urban and rural areas to gather knowledge to 

enable shared-shipping, but also to create better conditions for future urban planning 

(e.g., the e-COMSTRAT project15 and the Predictive movement collaborative site16) are 

other ongoing efforts. The work also aims to reduce returns in e-commerce and 

promote reuse instead. Several actors are looking at more sustainable solutions for 

returns. One example is to use the distribution network for morning newspapers to 

pick up returns and a system to transfer the return to another buyer in the local 

area.17 The Swedish Trade Federation has also produced a guide on how its 

members can reduce the number of returns.18 

1.2.4 Initiatives for increased recycling 

In many parts of the industry, there is an increasing focus on recycling and, as part of 

this, more efficient use of deliveries and returns and packaging. This involves offering 

consumers the opportunity to conveniently pass on things they no longer need, such 

as electrical goods and clothes, for example by reusing the packaging of new goods. 

In the field of textiles, there are, for example, the PayItForward and PassOn-line 

projects/preliminary studies.19 There is also a growing trend towards repairing broken 

items such as clothes and electronics. The E-Barometer shows that around 45% of 

e-commerce consumers say they have shopped online for second-hand goods in 

2021.20  

                                                        
14 Postnord: The packaging journey - towards a more environmentally-friendly e-commerce: 

https://www.postnord.se/foretagslosningar/artiklar/hallbarhet/forpackningsresan?gclid= 

Cj0KCQjwuMuRBhCJARIsAHXdnqMiMh_SGq1BJ0zYWq2171Ja3hKf8InfQDTWEHELGACojL7WYkdg7Y8aA

hEHEALw_wcB&gclsrc=aw.ds (Retrieved 2022-03-17) 
15 Project e-COMSTRAT https://closer.lindholmen.se/projekt/e-comstrat (Retrieved 2022-03-17) 

16   https://predictivemovement.se/  (Retrieved 17-03-2022). 

17 Article on sustainable returns from ehandel.se:https://ehandel.se/ny-tjanst-lovar-hallbara-returer-ett-

fantastiskt-samarbete (Retrieved 2022-03-17) 
18 Tips from the Swedish Commerce Federation on reducing returns in online stores: 

https://www.svenskhandel.se/radgivning/hallbar-handel/hallbar-handel/sju-tips-minska-returer-ehandel/ 

(Retrieved 2022-03-17) 
19 Various ASTER projects: https://closer.lindholmen.se/projekt/aster (Retrieved 2022-03-17) 
20 E-barometer 2021 annual report (Postnord) p. 49.  

 

https://closer.lindholmen.se/projekt/e-comstrat
https://predictivemovement.se/
https://ehandel.se/ny-tjanst-lovar-hallbara-returer-ett-fantastiskt-samarbete
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https://www.svenskhandel.se/radgivning/hallbar-handel/hallbar-handel/sju-tips-minska-returer-ehandel/
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1.2.5 More aware buyers create conditions for more sustainable deliveries 

Work is underway in the industry to offer sustainable delivery options to consumers 

and organisations when they shop online, for example by presenting sustainable 

delivery options as the first option when the buyer orders from an online store. In this 

vein, the Government has commissioned the Swedish Transport Analysis Agency 

and the Swedish Consumer Agency to propose concrete measures that can support 

consumers in making more sustainable delivery choices in e-commerce. The mission 

also includes describing how transport generated by e-commerce has evolved.21  

1.2.6 Initiatives to increase social sustainability in e-commerce 

Initiatives are also underway to further work on ensuring the social sustainability of 

the e-commerce sector. This includes ensuring working conditions and a safe 

working environment for employees. One example is an industry initiative called 

"Access to Sustainability Through Energy Efficient Retrofit" (ASTER). The initiative 

promotes more sustainable e-commerce through knowledge and collaboration. This 

includes smart packaging but also analysis of supply flows to create the conditions 

for future urban planning and to enable coordination. Within existing initiatives, there 

is also work to improve the conditions for consumers in different rural areas to be 

able to shop online on similar terms to the rest of society, which helps to reduce 

inequality.  

1.2.7 Parcel lockers - a greener delivery option 

The trend of an increasing number of parcel lockers/boxes continues. After being left 

behind by neighbouring countries in recent years, interest in this type of delivery 

solution in Sweden has now increased significantly. Postnord, for example, is 

increasing the number of parcel lockers, while actors such as Instabox, Budbee and 

iBoxen are setting up more and more parcel lockers in parallel. Lockers are being 

established not only in metropolitan regions but across the country (see section 2.11). 

1.3 Work on national regulation that creates the conditions for a 
sustainable postal service 

As society sends and receives fewer and fewer letters with written correspondence 

and wants more and more heavy and large postal items delivered closer to home, 

postal service providers need to adapt their delivery service to these new needs in 

order to be sustainable.  

                                                        
21 Mission to propose measures to support consumers to make more sustainable delivery choices when 

buying online, I2022/00177 and I2020/00626. 
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1.3.1 The Inquiry into Postal Financing also has a sustainability focus 

In October 2020, the Government appointed an inquiry into the financing of the 

universal postal service, which is due to be completed in January 2023. 22 PTS 

participates in the work by having a representative in the expert group of the 

investigation. Although the main task of the study is "to examine the financing of the 

universal postal service when it can no longer be fully self-financed", the scope and 

design of the universal postal service also involves environmental aspects. For 

example, an extended transit time may reduce (or eliminate) the need for air 

transport of postal items within the universal postal service. The government has 

therefore commissioned the inquiry to "describe how the proposals affect the 

possibility of improving the efficiency and reducing the greenhouse gas emissions 

from transport generated by postal services and to report on the consequences of 

its proposals from a climate perspective."  

1.3.2 PTS regulatory work  

The aim of the postal sector is to provide a good quality postal service throughout 

the country that meets the requirements set out in the Postal Services Act.23 PTS has 

also considered it important that the delivery of mail within the universal postal 

service is sustainable from an economic, social and environmental perspective in 

light of the goals of the 2030 Agenda.  

PTS can regulate the postal market through regulations, licence conditions and 

general advice. The Authority's ambition in regulating the postal market is to create 

the conditions for sustainable mail delivery. There are currently no national 

constitutional rules on where mail should be delivered. Through an amendment to the 

Postal Services Act, the Government authorised PTS in 2018 to issue regulations on 

how the requirement for delivery of mail within the universal postal service is to be 

carried out. According to the Government, it must be possible to ensure in the long 

term that the obligation to deliver postal items within the universal postal service is 

fulfilled in such a way that there will continue to be a postal service throughout the 

country that is of good quality, cost-effective and which meets the needs of 

households and businesses as far as possible. Regulations can provide a longer-term 

regulatory framework that offers stability over time, both in terms of the requirements 

for the service provider and the requirements for the postal service that the 

recipients are collectively entitled to expect.24 

                                                        
22 Government, Committee Directive: Financing of the universal postal service, Dir 2020:101, decision 01-10-

2020. 
23 Prop. 2021/22:1 Heading 22 part 2.4. 
24 Prop. 2017/18:41 p. 13 
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At PTS, work is now underway to develop regulations on mail delivery. The purpose 

of the regulations is to clarify where and how the universal postal service provider is 

to deliver postal items and the minimum level of mail delivery to be maintained. This 

will put the PTS, as the supervisory authority, in a better position to supervise the 

delivery of mail.   

PTS also issues licence conditions for the universal postal service provider. The 

conditions are limited in time and form part of the regulation of the postal market. The 

purpose of the time limit is to provide flexibility to adapt the conditions to 

technological developments, changes in user needs and behaviour and the evolution 

of the postal market.    

1.3.3 Social sustainability, an important prerequisite in PTS regulatory work 

An important prerequisite for PTS's regulatory work is to ensure that the universal 

postal service continues to be socially sustainable. The Postal Directive is based on 

the principle that mail should be delivered to the home.25 What this means in practice 

in each Member State depends, inter alia, on geographical conditions and how postal 

delivery was organised before the Directive entered into force in 1997. The proposal 

for regulations on mail delivery that PTS is now preparing will therefore contain rules 

which mean that recipients who already have a long distance to their postal facility 

will not risk having even longer distances and a clarification of what residential 

delivery means in Sweden.  

Changes in postal delivery are a continuous process and are necessary to adapt the 

service to the changing needs of society. Over the years, PTS has noted that there 

are recipients of mail who feel that their wishes are not taken into account when the 

provider wishes to make the necessary changes to its delivery operations. The 

proposed Postal Delivery Regulations will contain rules and general guidance on the 

consultation of recipients and other interested parties by the provider in advance of 

proposed changes. The aim of the rules is to ensure a clear and predictable process 

of change. Such a process will allow the provider to better take into account the 

needs of recipients and other stakeholders when implementing changes to the 

delivery of mail. In this way, PTS ensures that social aspects are considered.  

The universal postal service must be available to all users regardless of any disability. 

PTS intends to ensure that the postal service is socially sustainable in this sense by 

regulating in the provider's licence conditions for 2023 issues relating to the special 

needs of postal recipients for both urban and non-urban postal services.  

                                                        
25 Article 3(3), second indent of Directive 97/67/EC on common rules for the development of the internal 

market of Community postal services and the improvement of quality of service 
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PTS already, during 2022, regulates license conditions for the universal postal service 

provider to offer a service in rural areas for the elderly and persons with special 

needs who cannot pick up their mail at a regular delivery point, postage-free delivery 

of Braille items and provider requirements to offer a service that does not require an 

internet connection. In addition, PTS ensures a number of areas in the licence 

conditions that contribute to both economic and social sustainability. These are 

general rules on the collection and delivery of mail, the measurement of transit times 

for mail and conditions to ensure reliable mail handling.     

1.3.4 Environmental and economic sustainability aspects of PTS’ regulatory 
work 

As a rule, postal items must be delivered to the recipient's postal facility, usually in the 

vicinity of the recipient's home (address location26). In the regulations on mail delivery 

that PTS is currently working on, the Authority plans to include rules whereby the 

provider will have the possibility to designate an alternative location for the postal 

facility up to 200 metres from the address location of the recipient of the mail. The 

Authority's intention is to create rules that contribute to a universal postal service that 

is environmentally, socially and economically sustainable. As recipients of postal 

services wish to have larger items delivered close to home, it is expected that more 

people will want to install larger and more secure postal facilities close to their homes 

or businesses. PTS therefore predicts that, for reasons of space and security, 

recipients will demand new locations for receiving mail in close proximity to buildings 

and residential areas, which should be possible under the new regulatory framework.  

Being able to group postal facilities close to the homes of postal recipients in more 

accessible locations also creates positive environmental benefits in terms of reduced 

transport and thus lower greenhouse gas emissions. From the perspective of social 

sustainability, the rules allow for greener residential areas with less vehicular transport 

directly adjacent to properties. The rules also allow the provider to agree with other 

postal operators and stakeholders on cooperation in the delivery of letters and 

parcels. Such cooperation promotes the environmental and economic sustainability 

of the universal postal service. 

In order to facilitate the implementation of rules and licence conditions, PTS needs to 

promote cooperation between the various actors in the postal market. The following 

section describes the promotion work of the PTS.  

                                                        
26 Address location: a location that, according to the Land Registry, indicates a residential or business 

address; usually the entrance to the building containing the residence or business. 



19-04-2022 Swedish Postal Market 2022   23 

Swedish Post and Telecom Authority 

1.4 Collaboration is needed to create a long-term sustainable 
social structure  

Achieving sustainable, flexible and user-oriented delivery solutions requires 

collaboration at different levels between different actors, commercial and public. PTS 

carries out promotional work in the postal sector with the aim of enabling the 

Authority to contribute to solutions where there may be a gap between users' needs 

and commercial offerings or where the Authority is unable to regulate. In short, the 

promotional work entails that PTS works with information dissemination and 

collaboration in parallel with the regulation the Authority develops in the area in order 

to create positive conditions for sustainable and recipient-friendly delivery solutions 

within and beyond urban areas. With the postal market increasingly integrated with 

other markets, it is becoming very important that future solutions be developed 

through increased collaboration between the postal sector and other sectors. Among 

other things, collaboration can help to fully exploit the potential of digitalisation, not 

least to address the major environmental challenges facing society.  

PTS is already engaged in dialogue and cooperation with public authorities working 

on issues related to the postal sector. This applies to the Swedish Agency for 

Economic and Regional Growth, the Swedish Transport Analysis Agency, Vinnova, 

the Swedish National Board of Housing, Building and Planning, the County 

Administrative Boards of Sweden and others. Inter-agency cooperation is important 

to promote a well-functioning postal service. It also requires responsible and 

productive collaboration with and between other actors, e.g., postal service providers, 

property owners, recipients, municipalities and regions, etc. 

PTS will also continue to participate and, where appropriate, initiate collaborative and 

other promotional activities to support and complement the Authority's regulatory 

activities in this area and to contribute to sustainable delivery solutions. This could be 

done, for example, through information campaigns aimed at representatives of 

various consumer and professional organisations. It may also involve contributing to 

the development of knowledge in the municipalities' efforts to allocate land to enable 

more environmentally sustainable locations for postal facilities and other deliveries. A 

further example is to monitor the rapid deployment of parcel boxes/lockers and to 

ensure that accessibility issues, inter alia, are addressed by market actors.  

1.4.1 Pricing models for more sustainable deliveries 

In order to nudge behaviour towards a more resource-efficient use of delivery 

services, the industry is working to develop more sustainable pricing models in the 

market. This applies to both pricing vis-a-vis freight buyers (e.g., commercial shippers 

towards e-retailers, et al.) and vis-a-vis final consumers. This could include capacity 

management to adjust prices according to available capacity (time/day) in order to 
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increase the fill rate of existing transports. Another area is rewarding carriers for 

efficient packaging through so-called dimensional weight pricing, rather than unit- or 

weight-only-based pricing. For consumers, it is about getting a realistic picture of the 

cost of shipping to reduce resource consumption in terms of unnecessary transport 

and use of packaging materials.    

1.4.2 Sharing data is key to more sustainable delivery solutions 

There are some specific areas that PTS sees as having great potential to contribute 

to more sustainable solutions. For one thing, the Authority believes that a significant 

increase in cooperation in the field of shared shipping could create more sustainable 

transport by reducing the number of transports. For another, PTS notes that 

collaboration on data sharing enables more efficient and sustainable transport 

solutions to be created and implemented. This is true for land-use planning in general 

as well as for the coordination of individual deliveries. Increasing digitisation offers 

great opportunities here, but for these to be exploited it is essential that all 

stakeholders have access to the necessary information. There are large amounts of 

data on transport, but they are scattered among different stakeholders and an overall 

picture is lacking There is thus a clear risk that transport flows will be sub-optimised 

and that it will be difficult to achieve sustainability goals, whether in terms of resource 

use, greenhouse gas emissions, pleasant urban environments, services to remote 

parts of the country or the economic sustainability of transport systems. At the same 

time, data need to be collected and shared in a way that does not affect the 

conditions for effective competition. Such data sharing and shared-transport 

initiatives exist in the framework of ASTER but also partly in the Predictive movement 

collaborative platform (see section 1.2). 
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2. Market and pricing 

PTS has the task of continuously monitoring developments in the postal market, 

ensuring that postal services meet the needs of society, promoting effective 

competition and monitoring price developments in the market. In this section, PTS 

presents these analyses. 

2.1.1 Scope of the letter and parcel markets 

The postal market consists of two sub-markets: the letter market, which traditionally 

focuses primarily on communications, i.e., the distribution of written correspondence; 

and the parcel market, which covers the distribution of goods and other physical 

items.  

The letters market covers the distribution of addressed items weighing 2 kg or less.27 

This includes both traditional letters, as well as parcel letters, i.e., lighter items that 

can be distributed in the mail stream. According to the Postal Services Act, a licence 

is required for the regular delivery of letters against payment. In 2021, 28 companies 

were authorised to operate postal services on the Swedish market.28  

There is no definition of parcel in the Swedish Postal Services Act, but in practice, 

they have been classified as postal consignments of up to 20 kg that are not letter 

mail items. However, as a separate part of the parcels market, parcel letters, i.e. 

lighter items, up to a maximum weight of 2 kg, which are carried in the letter stream, 

can also be included. Given that these may be regarded as included in the Postal 

Service Act's definition of letter items, PTS has chosen to define the parcel market in 

this chapter as postal items up to 20 kg that are not intended for written 

correspondence. This includes both the distribution of goods, with or without 

commercial value, and the distribution of other physical objects. In Sweden, no 

licence is required to provide parcel delivery services, but parcel providers must 

notify PTS in accordance with the EU Regulation on cross-border parcel delivery 

                                                        
27 Pursuant to the definition in Chapter 1 section 2 Postal Services Act a letter is “an addressed item 

enclosed in an envelope or other type of covering and weighs a maximum of 2 kg, as well as postcards, 

cards, and similar items.” 
28 Operators with permits, see: https://www.pts.se/sv/bransch/post/postoperatorer/ 

 

https://www.pts.se/sv/bransch/post/postoperatorer/
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services.29 There are currently 25 parcel providers on the Swedish parcel market. For 

reasons of proportionality, the data collection underlying this chapter on the market 

covers the 15 largest parcel operators.30  

It should be noted that parcel letter is actually a hybrid segment, which can be seen 

as a separate part of both the letter and parcel markets. Whether they should be 

included in the letter market, the parcel market, or both, may be seen as dependent 

on the type of analysis to be made. 

2.1.2 Measures for market analysis  

This chapter uses two measures for market analysis:  

• Market share: often calculated on the basis of turnover, except for markets 

characterised by very homogeneous products, where market shares based 

on volumes are usually assumed to give a more accurate picture.31  

• Herfindahl-Hirschmann Index (HHI): a measure of market concentration 

calculated as the sum of the squared market shares of the market. Typically, 

an HHI below 15% is interpreted as low market concentration, a value 

between 15% and 25% as moderate concentration, and a value above 25% 

as high concentration.32 It should be noted that the HHIs calculated in the 

section below on the parcel market may be slightly overestimated, given that 

the data only cover the 15 largest market actors.  

2.2 The Swedish letter market 

The digitalisation of society has led to major changes in users' communication habits. 

In recent decades, there has been an increasing shift from written to digital 

communication. More and more businesses and individuals are choosing to 

communicate via digital channels, and an increasing number of public authorities are 

choosing to communicate with citizens via digital mailboxes.  

The result of this development is a decreasing number of letters. Since the early 

2000s, the total number of letters sent has decreased every year, and the trend has 

accelerated in recent years. In the period 2000 to 2010, the cumulative average 

annual change (CAGR) was -1.7%, which increased to -5.7% in the period 2010-2021. 

                                                        
29 Regulation (EU) 2018/644 of the European Parliament and of the Council of 18 April 2018 on cross-border 

parcel delivery services. 
30 Note that this means that the analysis in this chapter is not directly comparable with other analyses that 

PTS has carried out, such as the PTS report "The Swedish Parcel Market", which covers all 25 operators, 

as well as parcels up to 31.5 kg.  
31 Busu (2012), An economic analysis of the degree of market concentration: Competition indicators; 

Department of Justice & FTC (2010), Horizontal Merger Guidelines. 
32 Competition indicators; Department of Justice & FTC (2010), Horizontal Merger Guidelines. 
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These figures include total volumes of letter mail, i.e., both traditional letters and 

parcel letters. If we exclude parcel letters, a market which has experienced relatively 

strong growth in recent years, the decline is more pronounced.   

Figure 1: Development of total letter volumes in thousands 1997-2021 

 
 

2.3 Volumes and turnover in the letter market in 2021 

As mentioned above, the letter market covers letter items up to 2 kg, which includes 

both traditional letters and parcel letters. In 2021, about 1.5 billion letter items of letter 

mail were sent within Sweden, of which about 1.4 billion were traditional letters and 

about 73 million were parcel letters.   

The market turnover was SEK 9.2 billion in 2021, of which traditional letters accounted 

for SEK 7.2 billion, and parcel letters for about SEK 2 billion. 



19-04-2022 Swedish Postal Market 2022   28 

Swedish Post and Telecom Authority 

Table 1: Volumes and turnover in the letter market in 2021 

 

Compared to the previous year, the total letter market has decreased by 5.4% in 

terms of volumes, and increased by 1.1% in terms of turnover. The overall figures hide 

the fact that, while traditional letters have decreased both in terms of volumes (-7%) 

and in terms of turnover (-9%), parcel letters have increased both in terms of volume 

(+45%) and turnover (+74%). 

2.4 Competition in the letter market   

2.4.1 The market for letters (targeting items of correspondence) 

Postnord has continued to hold a very strong position in the Swedish letter market 

since before the liberalisation in the 1990s. Following liberalisation, the number of 

licensed operators increased first, with around 100 companies licensed to operate 

postal services by the end of 1997.33 The trend then reversed, and in 2021 there were 

28 postal operators active in the Swedish letter market.  

Postnord remains the largest actor in the traditional letter services market, with a 

market share of between 75 and 80% in terms of volumes in 202134. Postnord's main 

competitor is Citymail, with a market share of between 20 and 25 %. Otherwise, the 

ten morning newspaper distributors (MTDs) have a combined market share of 

between 1% and 5%, while the combined market share of the other operators is less 

than 1%. 

Table 2: Market shares in the 0-2 kg letter market (excluding parcel post) (2021) 

 

                                                        
33 Changing postal market. A socio-economic analysis of the effects of liberalisation(SOU 2005:5) 
34 This analysis is based on market shares calculated on the basis of volume, as it is PTS's assessment that 

this submarket is relatively homogeneous, i.e., the different companies in the market offer similar 

products. Although there may be "small" differences in the characteristics and quality of the products, 

the products are relatively interchangeable. Companies compete mainly on the basis of price.   

file://///fs02/home$/erinys/_Litteratur/postmarknad-i-forandring-kapitel-6-t.o.m.-kapitel-11-sarskilt-yttrande-samt-bilagor.pdf
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Compared to the previous year, Postnord's market share has decreased by 3 

percentage points, Citymail has increased by 2 percentage points and MTD's market 

share has remained relatively unchanged (an increase of less than 1 percentage 

point). So, it looks like Citymail in particular has taken market share from Postnord 

during the year.   

A calculation of the Herfindahl-Hirschmann Index (HHI) gives a value of 63%, which 

means that there is a high degree of market concentration in the letters market. 

Compared to the previous year, the estimated value of the HHI has decreased by 3 

percentage points. However, PTS notes that the letter market is still highly 

concentrated. This is particularly true for certain sub-segments, such as nationwide 

single letter mail, where Postnord is in practice the only postal operator.  

2.4.2 The market for parcel letters (lighter items in the mail stream) 

As mentioned above, the letter market includes both traditional letters and lighter 

goods consignments that go in the letter stream. Since 2019, PTS has been able to 

distinguish the parcel post from total letter volumes. This sub-market has grown 

significantly in recent years, as e-commerce has increased.  

Postnord is the largest actor in the parcel letter market, with a market share of 

between 75 and 80%, in terms of volume35. The next largest is MTD, which has a 

combined market share of between 15 and 20% with its "Early Bird" brand.  It is 

followed by Citymail with a market share of between 1% and 5%, while the other 

actors in the market have a total market share of less than 1%.   

Table 3: Market shares in the 0-2 kg parcel post market (2021) 

 

Compared to last year, Postnord's market share has decreased by about 2 

percentage points and MTD's market share has increased by about 2 percentage 

points, while Citymail's is relatively unchanged (Citymail has a loss of less than one 

percentage point). It therefore seems that MTD has taken market share from 

Postnord in particular during the year.  

                                                        
35 Ibid. 
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A calculation of the HHI gives a value of 65%, which means that the sub-market for 

parcel letters is highly concentrated. However, since last year, the HHI has decreased 

by 3 percentage points.  

2.4.3 Summary - competition in the letters market 

In this section, PTS has examined the competitive situation on the letter market in 

greater detail. As regards the sub-market for written messages (i.e., letter mail 

excluding goods consignments), Postnord is still the largest actor, although both 

Postnord's market share and HHI have declined during the year, while Citymail in 

particular has strengthened its position. In the parcel letter market, Postnord is also 

the largest, and here too Postnord's market share and HHI have also declined over 

the year, while MTD has gained a stronger position. In conclusion, PTS concludes that 

although market concentration has decreased in both sub-markets over the past 

year, there is still a very high degree of concentration in both markets.  

2.5 The letter market: Analysis of price developments  

PTS is responsible for monitoring price developments in the postal market. In this 

section, PTS examines in greater detail the price of sending domestic and 

international letters. The analysis begins by comparing Postnord's price with that of 

other universal service providers in Europe. This is then related to how Swedish 

consumers perceive the cost-effectiveness of sending domestic and international 

letters.  

2.5.1 European comparison of the price of a domestic and international letter 

To compare Postnord's prices with those of other universal service providers in 

Europe, PTS uses price data from the Commission's PARCEL database, which 

contains data collected by regulatory authorities in Europe under the EU Parcel 

Services Regulation36. PARCEL contains data on the lowest available price for three 

products (standard letter, registered letter, traceable letter), as well as three weight 

classes (500 g, 1 kg, 2 kg), of which PTS selects the product "standard letter" and the 

lowest weight class (500 g)37. All prices are adjusted for differences in price levels 

between countries, and expressed in Swedish kronor.   

                                                        
36 Regulation (EU) 2018/644 of the European Parliament and of the Council of 18 April 2018 on cross-border 

parcel delivery services, see: https://eur-lex.europa.eu/legal-

content/SV/TXT/PDF/?uri=CELEX:32018R0644&from=EN, latest published price data available via 

PARCEL are currently prices valid from January 2021. 
37 It should be noted that a 500 g letter is a relatively large letter, and the weight class may therefore also 

include smaller items that go in the letter stream. however, 500 g is assumed to be the most "letter-like" 

product in the database. 
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Figure 2: European comparison of the price of a domestic and international standard letter (500 g) 

 

PTS starts by comparing the domestic price of a standard letter of 500 g (the left 

chart above). As the graph shows, the highest price is in Finland (SEK 130) and the 

lowest in Romania (SEK 12). The Swedish price of SEK 45 fares relatively well in the 

comparison, and is just above the average (SEK 43). The Swedish price is also 

relatively low in comparison with the two other Nordic countries in the database 

(Finland, SEK 130; and Denmark, SEK 70). 

The PTS then examines international prices (right-hand portion of the chart). In cases 

where countries have different prices to different destination countries, PTS uses the 

standard value, i.e. the most common price for sending an international letter. As the 

chart above shows, the highest price is in Belgium (SEK 224), and the lowest in 

Luxembourg (SEK 33). The Swedish price of SEK 75 is slightly below the average 

(SEK 96), and is also relatively low in comparison with the two other Nordic countries 

in the database (Finland, SEK 142; and Denmark, SEK 106). 

In conclusion, PTS can state that Swedish domestic and international prices for 

letters are relatively close to the European average in a European comparison of 

purchasing-power adjusted prices. In the next section, PTS will examine consumers' 

views of the cost-effectiveness of sending domestic and international letters. 

2.5.2 Users' views on the cost-effectiveness of sending domestic and 
international letters 

To further investigate consumer perceptions of the cost-effectiveness of sending 

domestic and international letters, PTS uses information from the report "The 

Swedish population's use of postal services"38. The study includes data on cost-

effectiveness over four years, see Figure 3 below.  

                                                        
38 The data come from "The Swedish population's use of postal services 2022" (PTS-ER-2022:15), 

published 31/3 2022.  
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Figure 3: Population's perception of the cost-effectiveness of sending a domestic or international letter 

 

For domestic letters (left-hand portion of the chart above), the report shows that a 

majority (54%) of respondents in 2022 consider domestic letters to be cost-effective. 

However, this share has decreased over time, dropping from 88% in 2014, 86% in 

2016, and 72% in 2019, i.e., a decrease over an eight-year period of 34 percentage 

points.  

Regarding international letters, 47% of respondents in 2022 said that it was cost-

effective to send international letters. Here, too, the share of those who consider it 

cost-effective has decreased since 2014, when 73% considered it cost-effective. 

Between 2014 and 2016, there was a slight increase in the share from 73% to 75%, 

which then decreased to 59% in 2019. In the period between 2014 and 2022, the 

share has decreased by a total of 26 percentage points. 

For both domestic and international letters, there has been a relatively large decrease 

in the proportion of respondents who consider services to be cost-effective over the 

period under review, particularly since 2016. This can be compared with the 

development of the real price of postage stamps and the development of the 

consumer price index (CPI). Such an analysis shows that since 2016 - and in contrast 

to the preceding period - the real price of stamps has increased at a higher rate than 

the general price development.39  

                                                        
39 Calculations show that over the period 1990-2016, the real price of postage stamps increased in line 

with the growth rate of the CPI (both with a cumulative average growth rate (CAGR) of around 2%). 

Thereafter, over the period 2016-2022, the real price of stamps has increased by +10% (CAGR), 

compared to an inflation rate of +2% (CAGR) for the CPI. A contributing factor is the new price ceiling 

rules after 2019, which account and compensate for declining letter volumes. The analysis is based on 

stamped letters in the 50 g weight class (the most common weight class), but the trend is similar for all 

weight classes for which data are available. The price data for the analysis comes from Postnord's 

published postage guides. 
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2.5.3 Summary discussion - letter market prices 

In this section, PTS has taken a closer look at the price of sending a domestic or 

international letter. A European comparison of purchasing power-adjusted prices 

shows that Swedish domestic and international prices are relatively close to the 

European average. Swedish prices are also significantly lower than the 

corresponding prices in the other Nordic countries in the database. PTS also notes 

that over the last eight years (which are the years for which data are available), a 

majority of users have found it cost-effective to send both domestic and international 

letters, but that this proportion has declined in recent years. In 2022, just over half of 

users consider domestic mail to be cost-effective, while just over half of users 

consider international mail to be cost-effective. This development reflects the fact 

that the letter market is in decline, with falling letter volumes. This puts upward 

pressure on prices in the market to compensate for the losses incurred due to the 

decline in volumes.  

2.6 Compliance with the Postal Services Ordinance's price 
ceiling 

Postnord, the appointed provider of universal postal services, must take into account 

the rules on pricing set out in the Postal Services Ordinance and the Postal Services 

Act when making price adjustments. The price increase ceiling, which follows from 

Article 9 of the Postal Services Ordinance, applies to stamped letter items. In addition 

to inflation, the price increase ceiling also allows for a price increase based on the 

increased unit costs resulting from the volume decline.  

Postnord increased the current postage rate by SEK 1 on 1 January 2021 (from SEK 11 

to SEK 12), and again on the same date in 2022 (from SEK 12 to SEK 13). As for the 

first increase (2021) of 9.1%, it is within the permitted range, since, considering 

inflation and volume reduction under the Postal Services Ordinance, the range for 

2021 was just over 14%. 

With regard to the increase from SEK 12 to 13 which Postnord carried out on 1 January 

2022, this cannot be assessed against the provisions before the volume turnouts for 

individual services have been determined, which will be done no later than 30 June 

2022. As there was an unutilised price increase margin from previous years and 

volumes have fallen sharply overall, even in 2021, it is likely that this increase is also 

within the permitted range. 

2.7 The Swedish parcel market 

The digitalisation of society has led to major changes in users' consumption habits. In 

recent years, e-commerce has grown rapidly and more and more parcel service 
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providers are active in the market. One result of this development is a sharp increase 

in the number of parcels distributed, which has been further boosted by the COVID-

19 pandemic.  

The level of innovation has increased in the parcel market in recent years, particularly 

in the last-mile leg. For example, new delivery methods have emerged (e.g. parcel 

lockers), increased flexibility in delivery (e.g., home delivery on evenings/weekends, 

same-day delivery), and a clear move towards increased digitalisation/automation 

(smart parcel lockers, mobile apps for tracking and managing parcel delivery, 

increased automation in warehouse management).  

The market can be divided into three different sub-segments:  

• Business to consumer (B2C): includes parcels sent from business to 

consumer, such as the distribution to consumers of goods purchased over 

the internet. Parcel letters can also be included as a specific part of the B2C 

market.  

• Business to Business (B2B): consists of parcels sent from business to 

business, such as bulk deliveries of goods from wholesaler to retailer.  

• Consumer to other addressee (C2X): includes parcels sent from the 

consumer to "any addressee". This includes, for example, parcels sent from 

individuals to family and friends, from individual to individual after sale via an 

internet marketplace, and returns from individuals to businesses of items 

purchased on the internet (note, however, that the latter is rarely recorded as 

a C2X flow by parcel companies).  

2.8  Volumes and turnover in the parcels market in 2021 

As mentioned above, the Swedish parcel market in this report covers the distribution 

of postal items, other than written messages, weighing 20 kg or less. The total 

market thus includes both traditional parcels (which go into the "parcel stream") and 

parcel letters, i.e. lighter items of up to 2 kg which go into the letter stream. However, 

it should be noted that parcel letters are a hybrid segment, which is relatively 

different from the other segments of the parcel market.  

The largest sub-market in the parcels market is B2C, which accounts for 66% of all 

parcels (74% if parcel letters are included in the total volume). This is followed by 

B2B, which accounts for 31% of parcels, and C2X, which accounts for 3% of parcels 

(23% and 3% respectively, if parcel letters are included in total volumes).  
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Figure 4: B2C, B2B and C2X share of total package volume 

 

In 2021, a total of around 227 million traditional parcels were sent, of which approx. 

150 million were B2C parcels, approx. 69 million were B2B parcels, and approx. 7.5 

million were C2X parcels. The total turnover was approx. 13 billion, of which B2C 

accounted for 7.2 billion, B2B for 5.3 billion and C2X for 488 million. If parcel post is 

included, the total volume of the market was approx. 299 million, and the total 

turnover was 14.9 billion.  

Table 4: Volumes and turnover in the parcels market in 2021 

 

Compared to the previous year, the number of B2C packages has increased both in 

terms of volume (+14%) and turnover (+17%). Similarly, B2B packages have increased 

(34% in terms of volume and 49% in terms of turnover). In the C2X segment, 

volumes have increased by approximately 44% and turnover by 22.5%. Parcel letters 

have also increased significantly (45% based on volumes, 75% based on turnover). 

It should be noted that the relatively strong increase in B2B volumes partly reflects 

the fact that in this year's collection, PTS received data for the first time from DSV 
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Road, TNT and FedEx, all relatively large actors in the B2B market. It is also partly a 

reflection of the fact that the B2B market is now also becoming increasingly digital.40 

2.8.1 Return volumes in the parcels market 

Package volumes reported by companies to PTS generally include return volumes. 

Around half of the companies that submit information are unable to identify return 

volumes in their flows. Many companies do not explicitly record return volumes; 

instead, returns are often recorded as regular shipments within the respective 

segment. About half of the companies that submit information to the PTS can identify 

returns. Based on the flows where return volumes can be identified, the data 

collected shows that returns amount to approx. 7% of total volume, approx. 1% of 

B2B, and approx. 14% of B2C. This represents a decrease from the previous year and 

is also lower than reported in other studies of return volumes.41 However, given that 

only about half of companies can identify returns in their flows, the figures should be 

interpreted with some caution.  

2.9 The competitive situation in the parcel market   

2.9.1 The market for B2C packages 

As the charts above show, the B2C market is the largest sub-market. Traditionally, 

the most common delivery method for B2C parcels has been delivery to the 

recipient's door or to an agent. In addition, in recent years, delivery to parcel lockers 

has become an increasingly common mode of delivery. Consumers have also been 

given a wider range of options in terms of, e.g., choice of delivery time and speed.     

Postnord is the largest actor in the B2C parcels market, with a market share of 55-

60% in terms of turnover42. Next comes DHL with a market share of 10-15%, followed 

by three companies (Schenker, Instabox, Budbee), each with 5-10% of the market. 

                                                        
40 See Lithium (2022), Scandinavian B2B Commerce 2021 
41 For example, according to Lund University, the return rate in e-commerce is estimated at approx. 25-

30% (see https://portal.research.lu.se/sv/activities/podcast-on-latest-e-commerce-trends-what-about-

all-those-returns.) According to a study by McKinsey, around 20% of online purchases are returns, a 

figure which rises to 25% for clothing (see McKinsey (2021), Returning to order: Improving returns 

management for apparel companies.)  
42 Thís analysis is based on market shares calculated on the basis of turnover, as it is PTS's assessment 

that the B2C market is relatively heterogeneous. That is, there is a wide variety of products on the 

market, companies on the market offer differentiated products which are not necessarily directly 

substitutable, there is a relatively high degree of specialisation, especially in the last-mile leg. Companies 

compete not only on the basis of price but also in terms of other service characteristics, such as delivery 

mode (home/agent/parcel lockers), delivery time (daytime/evening/weekend), delivery speed 

(normal/express/same day/ultra-fast) and also other aspects such as returns management and 

sustainability. 
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Next, four companies (Bring Parcels, Best Transport, Airmee and UPS) each have 

between about 1% and 5%. The other market actors have respectively less than 2%, 

and in total approximately 2% of the market.  

Table 5: Market shares in the B2C parcels market, excluding parcel letters (2021) 

 

Compared to last year, the three largest actors in the market have lost market share. 

Postnord lost 6 percentage points, DHL 1 percentage point and Schenker 2 

percentage points during the year. Apart from Best Transport and UPS (which remain 

relatively unchanged), other major companies have strengthened their position 

(Instabox by 3 percentage points, Budbee by 2 percentage points, and Bring Parcels 

and Airmee each by 1 percentage point).  

A calculation of the HHI gives a value of 31%, which should be interpreted as a 

relatively high degree of concentration. However, compared to the previous year, the 

value of the HHI has decreased by about 6 percentage points, i.e., market 

concentration has decreased slightly.  

As mentioned above, parcel letters can be considered as a specific part of the B2C 

market. In the above analysis, PTS chose not to include parcel letters, since the 

characteristics of this sub-segment differ significantly from other parts of the parcel 

market (in particular, being handled as a letter stream). Market shares for this 

segment have rather been presented in the section above on the letters market. 

However, if PTS were to include parcel letters in the above analysis, the picture looks 

similar; the same actors top the list, but Postnord has a larger market share (60-

65%), and the other actors have a smaller market share. In addition, market 

concentration, which has decreased by 4 percentage points over the year, increases 

to 38%.  
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2.9.2 The market for B2B packages 

The second largest sub-market in the parcels market is business-to-business (B2B) 

distribution. The B2B market has long lagged behind in digitalisation, but in recent 

years digitalisation has also taken off in this market, with the result that more and 

more goods between companies are sold over the internet. For example, a report by 

Lithium shows that in 2021, around 65% of B2B companies offered sales through 

digital channels (up from 42% in the previous year), while 27% of B2B companies not 

currently offering on-line sales plan to offer e-commerce within three years.43  

Postnord is also the largest player in the B2B market, with a market share of between 

35 and 40%, in terms of turnover44. Next come three companies with between 10 

and 15% (Schenker, TNT and DHL), followed by three more with between 5 and 10% 

(UPS, DSV Road, FedEx), followed by Bring Parcels which has between 1 and 5% of 

the market. Others in the market have respectively less than 2% and a combined 

market share of approx. 2%.  

Table 6: Market shares in the B2B parcel market (2021) 

 

As part of this year's data collection, PTS has for the first time received data from 

DSV Road, TNT and FedEx, all relatively large actors in the B2B market. This makes it 

difficult to comment on the evolution of market shares over the year. Although the 

                                                        
43 See Lithium (2022), Scandinavian B2B Commerce 2021; Lithium (2021), Scandinavian B2B Commerce 

2020 
44 This analysis is based on market shares calculated on the basis of turnover, as it is PTS's assessment 

that the B2B market is relatively heterogeneous. The various companies on the market offer relatively 

differentiated products. Especially in the area of express delivery, there is a relatively high degree of 

specialisation (for example, there are companies like Jetpak, which can receive an order and start 

transport immediately, 24/7, 365 days a year). The products offered on the market are not necessarily 

interchangeable. Companies compete both on the basis of price and other service characteristics, e.g., 

delivery speed, various premium products.    
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table above shows that all of the larger companies have "lost" market share over the 

year, this is primarily a reflection of the addition of these companies to the analysis.  

A calculation of the HHI gives a value of 19%, which should be interpreted as 

moderate market concentration. For the same reason as above, it is difficult to 

interpret the evolution of market concentration during the year, as three relatively 

large players have been added to the analysis.  

2.9.3 The market for C2X packages 

The market for C2X packages is a small but growing sub-market, with a 

comparatively small number of current actors. Postnord is the largest in this sub-

market (in terms of volumes45), with a market share of between 40 and 45%, 

followed by Schenker with between 35 and 40%, DHL with between 20 and 25% and 

Bussgods with less than 1%.   

Table 7: Market shares in the C2X packages market (2021) 

 

Compared to last year, Postnord has strengthened its position by about 15 

percentage points, while the other operators have lost market share (Schenker 8 

percentage points, DHL 6 percentage points, and Bussgods a slight decline of less 

than 1 percentage point).  

A calculation of the HHI gives a value of 36%, which indicates high market 

concentration. Since last year, market concentration has remained relatively stable 

(slight decrease of less than 1 percentage point).  

2.9.4 Summary - the state of competition in the parcels market 

In this section, PTS has taken a closer look at the competitive situation in the parcel 

market, based on data collected from the 15 largest of the 25 actors in the market. 

Postnord is the largest actor in all sub-markets, but has lost market share in all 

                                                        
45 This analysis is based on market shares calculated on the basis of volume, as it is PTS's assessment that 

this submarket is relatively homogeneous, i.e., the different companies in the market offer similar 

products. Although there may be "small" differences in the characteristics and quality of the products, 

the products are relatively interchangeable. Companies compete mainly on the basis of price.   
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segments, except C2X, where the operator has strengthened its position in 2021. As 

regards the degree of market concentration, there is a moderate to high degree of 

concentration in all sub-markets, although this has generally declined over the past 

year.  

2.10 Parcel market: Analysis of price developments  

PTS is responsible for monitoring price developments in the postal market. In this 

section, PTS examines in greater detail the price of sending a domestic or 

international parcel. The analysis begins by comparing Postnord's price with that of 

other universal service providers in Europe. This is then compared to the views of 

Swedish consumers regarding the cost-effectiveness of sending a domestic or 

international parcel.  

2.10.1 European price comparison, domestic and international parcels  

To compare Postnord's prices with those of other universal service providers in 

Europe, PTS uses price data from the European Commission's PARCEL database, 

which contains data collected by regulatory authorities in Europe under the EU 

Regulation on cross-border parcel delivery services46. The database contains the 

lowest available price for three weight classes (1 kg, 2 kg, 5 kg) and for two products 

(standard package, traceable package). Of these, PTS chooses to analyse the lowest 

weight class (1 kg)47, assumed to be the most common, as well as the product 

"traceable parcel", given that all Postnord parcels are traceable. All prices are 

adjusted for differences in price levels between countries and expressed in Swedish 

kronor. 

                                                        
46 EU Regulation on cross-border parcel delivery services, seehttps://eur-lex.europa.eu/legal-

content/EN/TXT/?uri=CELEX:32018R0644, latest published price data available via PARCEL are currently 

prices valid from January 2021. 
47 It should be noted that a 1 kg parcel is a relatively small package that can often be sent in the mail 

stream. It should also be noted that the analysis has been done on all weight classes available in the 

database, and we have obtained similar results. 
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Figure 5: European price comparison, domestic and international parcels (traceable) 

  

The left-hand portion of the chart above shows a comparison of the price of sending 

a 1 kg traceable parcel domestically. As the chart shows, the Swedish price of SEK 

122 is relatively high. This is the third highest price, after Malta (SEK 139) and Portugal 

(SEK 127), and is significantly higher than both the average price of SEK 82 and the 

lowest price in the database (Romania, SEK 35). The Swedish price is also relatively 

high compared to the other two Nordic countries in the database (Finland, SEK 50, 

and Denmark, SEK 80).  

The right-hand portion of the chart above shows a comparison of international 

prices. When countries in the database offer different prices to different destination 

countries, PTS uses the typical value, i.e. the most common price for sending an 

international traceable parcel. Here, the Swedish price of SEK 278 is just below the 

average of SEK 286. The highest price is found in Hungary (SEK 496) and the lowest 

in Austria (SEK 162). In comparison with the other two Nordic countries in the 

database (Finland, SEK 230; Denmark, SEK 203), the Swedish price of SEK 278 is 

relatively high. 

Why the Swedish domestic price is so much higher than the database average is 

hard to say. One reason may be a lack of domestic competition. However, as noted 

in previous analyses carried out by PTS, there is a growing number of parcel 

providers operating in the Swedish market.48 Based on the price data collected by 

PTS under the Parcel Regulation49, we can also conclude that Postnord's price of SEK 

122 for a one-kilogram traceable parcel is among the lowest for domestic parcel 

providers (the lowest is DHL Freight at SEK 90; followed by Postnord at SEK 122; and 

Schenker at SEK 123).  

                                                        
48 See PTS (2021), The Swedish Parcel Market 2020, PTS-ER-2021-28. 
49 Please note that the latest data available via PARCEL refers to prices valid from January 2021 
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A further factor which could help put upward pressure on domestic prices is the 

European system of terminal dues50, which determine how much a postal operator in 

a receiving country can charge a postal operator in a sending country for the delivery 

of incoming cross-border mail. It has been previously noted that the system leads to 

financial transfers between countries, with some countries making a net profit, and 

others making a net loss, depending on how much the remuneration (terminal dues) 

differs from the cost of domestic distribution of a comparable shipment. Such net 

negative effects appear to be particularly large for small packages.51 It has been 

argued that low terminal dues for incoming shipments may lead to higher domestic 

prices for comparable services, to compensate for such net losses.52 Sweden is one 

of the countries subject to such a net loss53, which could be a contributing factor in 

putting upward pressure on the domestic price. However, it should be noted that a 

number of factors influence the pricing of services in the market. 

2.10.2 Users' views on the cost-effectiveness of sending domestic and 
international parcels 

The above analysis can be related to the views of Swedish consumers regarding the 

cost-effectiveness of sending domestic and international parcels. PTS takes this 

information from the report "Population’s use of postal services".54 Figure 6 below 

shows a summary of this data.  

                                                        
50 UPU, About Renumeration, see: https://www.upu.int/en/Postal-Solutions/Programmes-

Services/Remuneration/About-UPU-remuneration 
51 Copenhagen Economics (2019), International delivery prices: Effects on national post and e-commerce. 

Impact of UPU terminal dues on Finland & Sweden; Copenhagen Economics (2017), Terminal dues. 

Impact on financial transfers among designated postal operators of the Universal Postal Union 2018-

2020 cycle agreements; Office of Inspector General (2015), Terminal dues in the age of ecommerce 
52 Campbell (2021), Terminal dues and the UPU's third extraordinary congress 
53 Copenhagen Economics has estimated that the Swedish net loss from the terminal dues system 

amounts to about SEK 100 million per year, most of which comes from small parcels. See: Copenhagen 

Economics (2019), International delivery prices: Effects on national post and e-commerce. Impact of UPU 

terminal dues on Finland & Sweden. 
54 The Swedish population's use of postal services 2022 (PTS-ER-2022:15), published on 31 March 2022. 
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Figure 6: Population's perception of the cost-effectiveness of sending domestic and international parcels 

 

For domestic parcels (left chart), the chart shows that a majority of users (57%) 

perceive it as cost-effective to send parcels domestically in 2022. However, this 

share has decreased over time, from 62% in 2014, 72% in 2016 and 67% in 2019. In 

the period from 2014 to 2022, the share of those who consider it cost-effective has 

decreased by 5 percentage points. 

For international parcels, only about two-fifths (41%) of users in 2022 consider it 

cost-effective to send an international parcel. This is down from 42% in 2014, 46% in 

2016 and 49% in 2019. However, over the whole period 2014 to 2022, the share has 

remained relatively unchanged.  

The above analysis can be compared with the evolution of the real price of a postal 

parcel and the evolution of the Consumer Price Index (CPI). Such an analysis shows 

that, until 2016, the real price of a postal parcel increased at a rate slightly higher than 

inflation. There was a break in the trend in 2017, when the nominal price was reduced, 

and it has remained unchanged since then. The real price has increased at a slightly 

lower rate than the general price level since 2017. However, the charts above show 

that this has not yet been reflected in users' perception of the cost-effectiveness of 

sending parcels.55  

2.10.3 Summary discussion - prices in the parcel market 

In this section, PTS has taken a closer look at the price of sending a domestic or 

international parcel. In a European comparison of purchasing power-adjusted prices, 

                                                        
55 Calculations show that over the period 1999-2016, the real price of a postal parcel increased at a higher 

rate than the growth rate of the CPI (a cumulative average growth rate (CAGR) of +3%, compared to the 

CPI (+1%)). Thereafter, over the period 2017-2022, the cumulative average growth rate (CAGR) of the real 

price of a postal parcel was -2%, compared to the CPI (+2%). The analysis is based on a postal package 

in the 3-kg weight class, but the trend is similar for all weight classes for which data are available. The 

price data for the analysis comes from Postnord's published postage guides. 
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the Swedish international price performs relatively well, while the Swedish domestic 

price is the third highest in the group. Both Swedish domestic and international prices 

are slightly higher than the corresponding prices in the other Nordic countries 

compared. However, in comparison with other Swedish parcel operators, Postnord's 

price is in line with comparable actors, and is one of the lower prices on the market. 

In terms of cost-effectiveness, a higher proportion of users consider sending 

domestic parcels to be cost-effective, compared to international parcels. However, 

both of these shares have declined over time, despite the fact that the price of a 

postal parcel has increased at a slower rate than the general price trend over the last 

five years.  

2.11 Development of parcel delivery service network 

The main development in 2021 is the rapid establishment of parcel boxes/parcel 

lockers around the country. During the year, the number of service points with 

boxes/lockers increased from 1,544 in January 2021 to 4,779 in January 2022, 

representing an increase of 210%. The number of parcel service points has also 

increased in 2021. Looking at the market as a whole, the number of service points56 

has increased by 35% during the year and several operators have established fixed 

service points in more counties and municipalities during the year.  

  

                                                        
56 The number of service points is calculated here as the sum of the service networks of all actors. In 

several cases, different operators deliver parcels to the same physical location/agent. Changes in this 

measure mainly reflect the evolution of the selection of delivery options from different distributors. 
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Table 8: Number of service points per distributor and geographical coverage in January 2022 

Distributor Number of service 
points 2022 (2021)57 

Geographical coverage 

  Number of counties 
out of 21 (2021) 

Number of municipalities out 
of 290 (2021) 

Bring, total 1838 (1676) 21 (21) 209 (289) 

Box Parcel locker 73 (0)   

Parcel service 
point 

1,765 (1,676)   

Budbee, total 1,403 (343) 16 (12) 216 (91) 

Box Parcel locker 1,403 (343)   

Bussgods, total 257 (254) 21 (21) 115 (116) 

Parcel service 
point 

257 (254)   

DB Schenker, total 1,687 (1,680) 21 (21) 290 (290) 

Parcel service 
point 

1,687 (1,680)   

DHL Freight, 
total58 

1,855 (1,879) 21 (21) 290 (290) 

Parcel service 
point 

1,855 (1,765)   

DHL Express, 
total59 

1,360 (1,411) 21 (21) 255 (257) 

Parcel service 
point 

1,360 (1,257)   

iBoxen, total60 449 (0) 10 (0) 34 (0) 

Box Parcel locker 449 (0)   

Instabox, total 2252 (933) 21 (19) 278 (194) 

Box Parcel locker 2252 (933)   

Postnord, total 2800 (2162) 21 (21) 290 (290) 

Box Parcel locker 602 (0)   

Business centre61 201 (206)   

                                                        
57 Refers to data from January of each year. 
58 DHL is going against the grain and has phased out its previous box service points. 
59 DHL Express delivers to the same network as DHL Freight, but to a slightly smaller number of locations. 
60 iBoxen differs from other operators in that it does not offer delivery services itself but is building a 

network of competition-neutral delivery points to which any operator can deliver parcels. Operations 

started towards the end of 2021. 
61 Business centres are primarily targeted at companies, but some households are also notified to come 

and collect or send larger and heavier parcels from here. Companies and private individuals can send 

parcels using prepaid returns or “over-the-counter” purchases from business centres. Drop-off for the 

service Varubrev is handled here. 
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Postal service 
point62 

1,601 (1,590)   

Delivery point63 396 (366)   
Figure 7: All service points and parcel boxes/lockers Jan 2022 

All service points Jan 2022 Parcel boxes/lockers Jan 2022 

                                                        
62 Postal service point refers to a full-service agent for private individuals and smaller companies. Full 

service includes the possibility to: collect and send parcels including cash purchases, as well as "value 

handling" (värdehantering) such as posting and collecting registered items. 
63 Delivery of parcels and notified letters without payment. For individuals and smaller companies. It is also 

possible to send prepaid returns from these agents. 
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Almost all operators offer delivery at 
least five days a week to all service 
points.64 

 

The map above shows where in Sweden 
parcel boxes/lockers have been 
established, which can be compared to 
the location of all service points on the 
map at left. 

 

                                                        
64 Bring and DHL Freight/Express have occasional exceptions (delivery 1-4 days/week). However, only for 

178 and 176/1, respectively, of the companies' service points. 
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3. Service and quality 

This chapter provides the reader with a sense of PTS’s monitoring of the service and 

quality of the postal operators' operations. Analysis of complaints and comments, 

measurements of transit times and PTS supervisory cases provide an overall picture 

of the quality of postal services.  

3.1 Complaints and claims 

According to Chapter 2, Section 4, paragraph 3 of the Postal Services Act, a licence 

to conduct postal activities may be made subject to the obligation for the licence 

holder to publish annually information on the number of complaints and how the 

complaints have been dealt with. According to Chapter 4, Section 10 of the Postal 

Services Act, licence holders must establish procedures for handling user complaints. 

These procedures shall be transparent, fair, expeditious and entail reasonable costs. 

In addition, the person designated to provide all or part of the universal postal service 

pursuant to Section 11 shall annually publish information on the number and handling 

of complaints. The following is an account of the complaints and comments received 

by PTS, as well as Postnord and Citymail in 2021. 

3.1.1 Complaints and comments to PTS 

Complaints and comments submitted by users to PTS provide the authority with 

important information on how the postal market is functioning and how well postal 

services are meeting users' needs and expectations. The number of telephone calls, 

letters and e-mails from postal users (inquiries) received by PTS has increased 

marginally in 2021, from 1,260 inquiries in 2020 to 1,344 in 2021, which corresponds to 

an increase of 6 per cent. However, the number of inquiries in 2021 is low compared 

to the number of inquiries received by the Authority in 2018 and 2019. Approximately 

85 per cent of the inquiries to PTS consisted of complaints or comments, while the 

remainder consisted of other questions. 

The most common reason why the public contacts PTS is that users have noticed 

some form of shortcoming in the postal delivery. The problems with the postal 

delivery are mainly about items which for some reason have not arrived or were 

delivered too late, or regard the recipient accidentally receiving someone else's letter.  

Of the complaints received, about 80 per cent could be linked to Postnord, 4 per 

cent to Citymail, and 26 per cent to other postal operators.  



19-04-2022 Swedish Postal Market 2022   49 

Swedish Post and Telecom Authority 

3.1.2 Complaints and comments to Postnord  

Postnord distinguishes between customer comments and claims in its reporting. 

Customer comments includes complaints, suggestions/ideas for improvement and 

praise. Claims refer to complaints about specific services that are part of Postnord's 

product range for which customers can request compensation if Postnord has not 

fulfilled its obligations in accordance with the special terms and conditions for the 

products and services. 

Figure 8:  Customer comments and claims, Postnord 69 

 

As shown in Figure 8 above, Postnord recorded a total of 131,700 customer 

comments and claims in 2021. Of these, approx. 88,000 were claims and approx. 

43,700 were customer comments. Of the claims, approximately 39,000 concerned 

letter services and the remaining 49,000 concerned parcels. In 2021, approximately 

41,300 of the customer comments were categorised as complaints. The majority of 

the comments concern the distribution or collection of letters and parcels, for 

example that consignments were delivered incorrectly or delayed. With respect to 

claims, the most common reason for a claim was that a consignment was missing. 

Between 2020 and 2021, the number of customer comments to Postnord decreased 

by 10 per cent, while the number of claims increased by around 9 per cent. In total, 

the number of claims and comments increased by just over 1 per cent between 2020 

and 2021. 

In Figure 9 below, PTS shows the number of claims per 100,000 letters and parcels, 

respectively. The figure shows a tendency where claims regarding letters are 
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increasing in relation to letter volumes, but claims regarding parcels have decreased 

over time in relation to parcel volumes.  

Figure 9:  Complaints in relation to number of items, reported separately for letters and parcels, Postnord 

 

3.1.3 Complaints and comments to Citymail  

Citymail differentiates between complaint cases and information cases. Complaint 

cases concern, inter alia, missing or incorrectly delivered post. Information cases 

include cases such as information about access codes or change of mailbox 

location, etc.  

In 2021, Citymail received 1 per cent fewer complaints than in 2020. The stable levels 

indicate that Citymail's previous quality problems have now been resolved (see 

previous years' editions of the PTS report Swedish Postal Market). The total number 

of complaint cases in 2021 was 7,578, compared to 7,676 in 2020. Citymail says that 

complaints would probably have dropped further if the operator had not suffered 

high rates of absenteeism and difficult road conditions in Q4 2021.  

3.2  Transit times  

An important part of quality monitoring in the postal market is the measurement of 

the percentage of single domestic letters that are delivered on time in accordance 

with the provisions set out in section 6 of the Postal Services Ordinance. The 

regulations stipulate that a minimum of 95 per cent of the domestic letters that have 

been handed in for delivery within a two-day transit time, and which were posted on 
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time, must be delivered within two subsequent business days, irrespective of where 

in the country the letters were posted.  

Kantar Sifo has been commissioned to measure transit times at Postnord on an 

ongoing basis. The survey for 2021 shows that Postnord, as in previous years, 

comfortably met the Postal Services Ordinance's requirement of 95 per cent for the 

full year. The survey shows that, on average, Postnord delivered 97.9 percent of the 

letters intended for a two-day transit on time at the national level (the corresponding 

figure for 2020 was 98.1 percent). This means that, at the national level during 2021, 

Postnord has complied with the transit requirements for the universal postal service.  

However, for a single month, the lowest measured percentage of letters delivered on 

time was 94.4% (December).65 December is usually the month that provides the 

lowest result due to the significantly increased quantity of items posted in connection 

with Christmas.   

At the regional level, the survey shows that Postnord has exceeded the requirements 

of the Postal Services Ordinance in all parts of the country for the full year. Terminal 

area 66 Sundsvall was the area with the lowest percentage, 95.7 percent, while the 

highest outcome per terminal area for the year was 99.0 per cent (terminal area 

Nässjö)  

3.3 Follow-up of the every-other-day delivery model 

3.3.1 Background 

Since the beginning of 2021, Postnord is gradually introducing a new production 

model that involves every-other-day delivery of certain postal services. Under the 

new model, letters, advertisements and newspapers are delivered every other day, 

while certain items to home addresses, businesses and agents, express deliveries 

and mail to post boxes are delivered every weekday. In 2021, Postnord introduced 

the model in the three metropolitan regions and, on 31 January 2022, the operator 

started to implement every-other-day delivery for recipients in large parts of southern 

and central Sweden. According to Postnord, the plan is to complete the rollout with 

                                                        
65 However, the difference from the 95% threshold is within the statistical margin of error. 
66 Terminal area is the region that each sorting facility serves. The outcome for each terminal area refers to 

the quality of consignments sent from all over the country to each terminal area. A delay may therefore 

have occurred at any of the points from posting to delivery. The overall outcome does not provide an 

answer as to where in the distribution chain a possible disruption has occurred.  
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the operator's northern region in May 2022. The entire change is thus expected to be 

implemented nationwide by summer 2022.67 

PTS has followed Postnord's planning and implementation of the operator's new 

production model. As part of this work, PTS followed up on the test of the model in 

Lund and Kävlinge, which Postnord carried out between 28 September and 27 

November 2020. The follow-up showed, inter alia, that for the vast majority of people, 

the distribution of letters every other day does not have a major impact. 84% of 

respondents had not been affected by the experiment with every-other-day 

distribution, while 15% responded that they had been somewhat or very negatively 

affected. Examples of consequences cited by respondents included delays in 

receiving important or urgent letters and notices from government and health 

services, and difficulties in paying bills on time. One conclusion PTS drew from the 

survey was the importance of society's efforts to ensure alternative solutions for 

groups who clearly need daily letter delivery to the greatest extent possible. Another 

important issue highlighted by the report is the need for public authorities, regions, 

municipalities and businesses to ensure an alternative fast-contact channel with 

citizens in the future, regardless of digital participation, as standard postage 

becomes an increasingly slow communication service.68 

In the recently published PTS report “The Swedish population's use of postal 

services”69 ,respondents confirm the reduced need for five-day-a-week delivery. 

92% of respondents say they need mail delivery up to three days a week. Need 

correlates with the respondents’ age: the older the respondents, the greater their 

need for more frequent mail delivery. 

3.3.2 PTS measures in 2021 

In January 2021, when Postnord announced its intention to introduce a new 

production model for mail delivery starting in the Malmö terminal area, PTS decided 

to initiate supervision to review its implementation. The review was completed in June 

2021, at which time PTS concluded that Postnord had met the requirements for 

Monday-to-Friday posting and delivery, reliability and delivery times set out in the 

regulations. 

The Authority studied, inter alia, how Postnord ensures that the model complies with 

the statutory requirement of five-day delivery. PTS noted that the requirement means 

that postal users must be able to submit postal items and have postal items delivered 

                                                        
67 https://www.postnord.se/foretagslosningar/artiklar/framtidens-post/sa-har-forandras-vara-tjanster-

med-en-ny-leveransmodell 
68 https://www.pts.se/sv/dokument/rapporter/post/2020/hur-paverkas-mottagarna-av-

varannandagsutdelning---pts-er-2020-29/ 
69 The Swedish population's use of postal services - a quantitative study, PTS-ER-2022:15, Dnr 21-11667 

https://www.postnord.se/foretagslosningar/artiklar/framtidens-post/sa-har-forandras-vara-tjanster-med-en-ny-leveransmodell
https://www.postnord.se/foretagslosningar/artiklar/framtidens-post/sa-har-forandras-vara-tjanster-med-en-ny-leveransmodell
https://www.pts.se/sv/dokument/rapporter/post/2020/hur-paverkas-mottagarna-av-varannandagsutdelning---pts-er-2020-29/
https://www.pts.se/sv/dokument/rapporter/post/2020/hur-paverkas-mottagarna-av-varannandagsutdelning---pts-er-2020-29/
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every weekday. However, in PTS's view, the requirement for five-day delivery does 

not mean that every single service offered by Postnord must be delivered every non-

holiday weekday. PTS's assessment was that the operator's combined range of 

services for the delivery and deposit of postal items meant that Postnord's 

production model was compatible with the five-day requirement. 

PTS also noted in its review that the new production model reduces margins in the 

production process, which means that Postnord has less time to overcome problems 

that may arise in the delivery process. However, it appeared from the PTS supervision 

that Postnord was working in several ways to deal with this when it came to the 

implementation in the Malmö terminal area. 

The Authority also noted that the new production model affects which items are to 

be considered as submitted for two-day delivery and thus subject to Postnord's 

obligation to measure transit times in accordance with the licence conditions issued 

to the company by PTS. As a result, in September 2021, PTS initiated supervision to 

check how Postnord measures transit times based on the operator's licence 

conditions. 

The review of the measurement of transit times, which was completed in January 

2022, showed, inter alia, that Postnord makes extensive measurements of the transit 

time for stamped letters. Postnord also carries out other measurements for other 

letter services. PTS's assessment was therefore that Postnord as a whole carries out 

comprehensive measurements of transit times and that these are sufficient to ensure 

that the quality is acceptable. However, the supervision showed that there may be 

reason for PTS to continue to monitor how the implementation of the new model 

affects the measurements which Postnord is required to make under its licence 

conditions. 

3.3.3 Continued implementation of new production model 

From the above, it is clear that for the vast majority of people, the new Postnord 

production model for letter delivery will not have a major impact. PTS has also 

concluded that the model is compatible with the regulatory requirements for five-day 

distribution. This is because each individual service offered by Postnord does not 

have to be delivered every non-holiday weekday and because Postnord's total range 

of services for the delivery and posting of postal items means that Postnord's 

production model is compatible with the five-day requirement. 

At the same time, the new model poses challenges. Margins in the production 

process are reduced, which means that Postnord has less time to overcome 

problems that may arise in the delivery process. There is also reason to continue 

monitoring the impact of the model on measures of transit times. 
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Against this background, PTS has reason to continue to monitor the implementation 

of the new production model by Postnord and its impact on delivery operations and 

postal users. This is particularly true as the experience with the model to date has 

largely come from the more densely populated areas of Sweden. 

3.4 Supervision and work on regulatory change in the postal 
market 

In light of the major changes facing the postal market, PTS's overall regulatory 

objective is to ensure that postal operators maintain the ability to plan for and 

implement change and manage disruption to their operations. A selection of PTS 

supervisory activities in the area in 2021 in addition to those mentioned by the 

Authority under 3.3:  

Following notification from postal users, PTS initiated a regulatory case concerning 

Postnord's role as the designated universal postal service provider. The case 

concerned questions about the operator's ability to designate a site for a mail 

reception facility and the design of such a facility. The case did not give rise to any 

further regulatory action but is an important part of PTS's oversight of the universal 

postal service's responsiveness to society's needs. 

 
On 1 November 2021, Postnord changed the delivery conditions for its Varubrev 

service, entailing that letters will be left by the recipient's door if they do not fit in the 

postal device. The operator's new delivery routine has led PTS to initiate supervision 

of Postnord's obligations regarding the reliability of the service and the protection of 

the privacy of senders and recipients. 

In the fall of 2021, the Authority became aware that certain postal shipments 

submitted for shipment to the United States could not be delivered because they 

lacked complete customs declaration and/or shipper information. PTS therefore 

initiated supervision with the aim of ensuring that Postnord complied with the 

requirements for reliable postal operations under the Postal Services Act and the 

licence conditions in the handling of the mailings. On 22 December 2021, the 

Authority decided to conclude the supervision with the assessment that Postnord 

had taken several communication measures which led to a significant reduction in 

the number of stopped items. The measures taken had thus had the intended effect. 

In conclusion, PTS stated that it is important that Postnord continues to inform 

senders about the importance of correct customs declaration and of indicating the 

return address on consignments. The Authority will continue to monitor the issue and 

work to ensure that shippers are aware of the information that should be included on 

consignments. 
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3.5 Households without five-day distribution  

A fundamental requirement of the universal postal service, as provided by Postnord, 

is that post must be able to be delivered to all recipients in Sweden every weekday, 

irrespective of where in the country they live. However, exemptions to this five-day 

delivery may be made due to specific circumstances or geographical conditions 

approved by the licensing authority. Ever since the 1990s, the policy objective is that 

the number of households without five-day delivery must not increase. In the 1990s, 

1,600 households lacked five-day distribution.  

In 2021, the exemptions have decreased slightly compared with the year before. At 

the end of the year, the number of households in Sweden with fewer than five 

delivery days per week amounted to 1,211, according to Postnord. That is 92 fewer 

households than at the same point in 2020. 

3.6 Inclusive postal services 

PTS has a mission to provide inclusive postal services for persons with disabilities. 

PTS has procured the inclusive postal service "Postage-free delivery of Braille items" 

from Postnord. The target group of the service is people who are blind, visually 

impaired, as well as people with other reading disabilities that make them unable to 

read printed material. The service allows the target group to send Braille items (such 

as talking books, talking magazines and Braille materials) free of charge. Libraries and 

organisations approved by the PTS are also entitled to send Braille mailings free of 

charge to their target-group patrons.  

PTS has also procured a special postal service from Postnord for people outside 

urban areas who, due to age (over 80 years) or a permanent disability, cannot collect 

their mail at a regular delivery point, e.g. a box collection point. The service delivers 

mail to the boundary of the property or, in exceptional cases, to the dwelling house, if 

everyone in the household meets the criteria. 

3.7 Undeliverable letters: 

PTS is responsible for handling undeliverable letters, i.e., letters that for some reason 

cannot be delivered to the specified recipient or sender. In addition to dispatching 

incoming letters, PTS supervises that operators have handled these undeliverable 

letters reliably and in a manner that maintains the privacy of users. 

The number of undeliverable letters to PTS decreased by 14% in 2021 compared to 

2020, following the national trend of decreasing overall letter volumes due to fewer 

physical letters being delivered. The trend is that more people are sending large 

letters with content other than written messages and fewer letters with written 



19-04-2022 Swedish Postal Market 2022   56 

Swedish Post and Telecom Authority 

content is also evident among the letters that become undeliverable and are sent to 

the PTS. The main reasons for letters becoming undeliverable are incorrect 

addresses, lack of correct customs declaration and lack of sender identification. 

As indicated above in section 3.4, in the latter part of 2021, Postnord handled most of 

the letters to be delivered to the US as undeliverable letters and sent them to the 

PTS. The reason was that the letters lacked complete customs declarations and 

information on the sender.  

The trend in 2021 has continued with a decrease in the number of undeliverable 

letters while the cost per letter received by PTS is increasing. The reason is that the 

number of undeliverable letters which are parcel letters is increasing. As these are 

bulkier and require more space, larger premises and more resources are required to 

handle them compared to traditional letters. 


