
 

 

Summary of Evaluation of Postal Service for the 
elderly and disabled people living in rural areas - a 
qualitative survey of how the service corresponds to 
the needs to the users 

The Swedish Post and Telecom Authority (PTS) is tasked with analysing and describing the postal 

market’s development and monitoring that the postal services meet society’s needs. The Authority 

therefore regularly conducts surveys for the purpose of mapping the postal service needs of its users 

and ensure that these needs are met by the universal postal service. PTS is also tasked with ensuring 

that important services are available in the postal area for people with disabilities. As a result, the 

authority procures inclusive services for people with disabilities where the market does not provide 

the services on its own initiative, such as postage-free carriage of Braille consignments and postal 

services for the elderly over 80 years of age and persons with disabilities in rural areas.  

In this survey, PTS has studied how the service procured by the authority, Postal Service for the 

elderly and people with disabilities living in rural areas corresponds to the needs of users. The service 

means that persons who, due to age or disability, are unable to get to the regular drop-off points, 

who live outside urban areas and who would also normally have their mail distributed at a certain 

distance from their home, will instead have postal services provided in connection with their home, on 

the boundary of their property or at the door. An increasing proportion of the population is over the 

age of 80, which may affect the need for it. The service includes the collection and delivery of postal 

items including the delivery of stamps and is currently provided by Postnord. The survey was 

conducted through 40 qualitative in-depth interviews and 300 telephone interviews with people from 

the target group. 

The results of the survey show that most people who use the service (99 percent) value it highly and 

find that it works very well. In their experience, the service is seamlessly integrated in Postnord’s rural 

mail delivery service and that is provides for their needs.  

Some users feel that there are shortcomings in information regarding the service, e.g. about the 

possibility of being able to send and receive parcels / goods within the framework of the service. Very 

few of the respondents in the survey who do not use the service (seven percent) have heard of it, 

which indicates that PTS and Postnord could provide more information about it. Few users are 

digitally active, but instead prefer to receive information by letter or phone. A quarter of non-users 

have replied that they would benefit from the service if they had it.  

PTS will incorporate the results of the survey on the importance of the service in the ongoing work on 

reviewing regulation in the postal sector. The authority will also review the need to provide further 

information on the service. 

  



 

 

 

1. Background of the survey 

PTS works to ensure that everyone in Sweden has access to good telephony, broadband and mail, 

regardless of functional capacity. The authority is also responsible for monitoring and analysing 

developments in the postal market to ensure that the universal postal service responds to society's 

needs. PTS procures special services for people with disabilities where the market does not meet the 

needs such as postage-free transport of Braille consignments and postal services in rural areas.  

The purpose of this survey is to investigate how PTS procured Postal services for people outside 

urban areas who, due to age or disability, are unable to get to the regular drop-off point (postal 

service outside the urban area) correspond to the needs of users. The service is for users who live 

along a rural mail delivery line, belong to households where everyone is over 80 years of age or has a 

disability and therefore cannot get to a mailbox themselves. PTS wants to gain more knowledge 

about:  

• what the target group's need for postal services looks like 

• how the service works today 

• how the service can be developed to better meet the needs of users 

• if more information needs to be provided about the service.  

  



 

 

2. Results of the survey 

Some important results from the survey that PTS wants to highlight are:  

▪ The vast majority of users of the service value it highly and consider it to work very well. 

99 percent of users say that they think the service plays a very important role. Users state 

that the service contributes added value by making life easier and more easily planned. This 

is especially true for users who are elderly and live in rural areas, but also those who have 

indicated that they have some form of disability. Not having to walk or go far to the mailbox 

contributes to increased security, independence and quality of life among users and 

facilitates everyday life, especially in winter. Users want to be able to fend for themselves and 

not depend on others.  

▪ Some users feel that there are shortcomings in information regarding the service. Even 

users who are currently granted the service and value it highly, felt that the process of 

applying for and being granted the service could have been more clearly described and 

mapped out. A few users do not know who is responsible for the service, but refer to the 

municipality or PTS when asked who they contacted to apply for the service. A recurring 

suggestion from the interviewees is that users of the service should receive more information 

about what service is included. For example, several users mention that they were not aware 

that they could have parcels delivered to their home. Seven percent of participants in the 

telephone interviews also state that they did not know that they could send letters through 

the service. A large number of users have received information about the service, or help to 

apply for it through relatives, neighbours or support persons. 

▪ Few users have used the service to receive larger parcels, or send packages from home. 

The reason for this varies. Some users have not understood that they are able to send 

parcels/goods through the service, or that they have the option of having parcels delivered. 

Others are aware of this option, but state that they do not have the technical aids or digital 

knowledge needed to report that they have parcels for delivery/pick-up. This user group 

generally has similar needs for postal services as other target groups. 

▪ Very few of the non-users (seven percent) in the survey have heard about the service, 

which indicates that PTS and Postnord could provide more information about the 

service. The survey shows that there is a geographic clustering of users in areas where more 

information has been provided about the service. The participants suggest, among other 

things, that Postnord's rural mail carrier/postal office and PTS could provide more information 

about the service. Municipalities, pensioners' and disability organisations are also highlighted 

as actors who could provide information about it. Few of the survey participants, both among 

users and non-users, use the internet to search for information. Both users and non-users 

stress that they would like to receive information about the service by letter or phone and not 

via the internet. One point of view that emerges is it should be possible to receive larger 

parcels and to send parcels from home even for those users who are not digitally active.  

▪ 26 percent of non-users in the survey said that they would benefit from the service if 

they were given the opportunity to use it. 


