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D'g'.x (EX Katja Busch
Achieving next-level CCO DHL & Head of CSI (Customer Solutions &
customer experience Innovations)

MeinService: Customer Jonathan Zaiss

Service on one platform Head of CRM Solutions
P Post & Parcel Germany

Christine Behling

Smart ETA on vaHLi Senior Eroduct Manager Digital Customer
Interaction

DHL Global Forwarding, Freight

Insanely Customer Centric Christoph Sprenger
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Group

ACHIEVING NEXT-LEVEL
CUSTOMER EXPERIENCE

DIGI X CUSTOMER EXPERIENCE

KATJA BUSCH

CHIEF COMMERCIAL OFFICER DHL & HEAD OF
CUSTOMER SOLUTIONS AND INNOVATION (CSI)
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Deutsche Post DHL

Group

CSl value proposition —aiming to be the growth and innovation
engine for the group

Automobility Echnology u T:;La:::

PY Engineering & Life Sciences &
Manufacturing Energy v Healthcare

plus 8 backbone functions

Best-in-classcross-
divisionalaccount
management

Deep sector
expertise

Integrated
approach

~20% ~21% 4

industry-leading of DPDHL CSI CAGR Innovation
innovation revenue?l) 2019-20222 Centers

Digital Customer
Interactions
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1) FY 2022. Represents share of total revenue of customers managed in CSl portfolio from DPDHL Group revenue. 2) Based on revenue of CSI Customer portfolio only.



One example of our value proposition coming to live was our

cross-divisional COVID vaccines logistics program

2+BN
DOSES SHIPPED

175 countries served

1.7BN
GROSS REACH

Industry leadership established

DELIVERING
PANDEMIC RESILIENCE

REVISITING PANDEMIC
RESILIENCE

Deutsche Post DHL
Group

AS ONE
DHL

All of our assets, coverage, and
capabilities for one common goal

Fﬁq Medical Express

?}g Dry ice handling

... and much more

Cold warehousing
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Providing #0neDHL to the market drives value as
many customers require multiple logistics services

Percentage of 0 1)
customers ~N 98 /o ~N 7 3 /o
buying from
2+ divisions Tierl Tier 2

Share of total

. ~20% ~46%
represented
by customer of DPDHL of DPDHL

group Group revenue Group revenue
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Continue to enhance
through
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Data & Al



Deutsche Post DHL

. . o Group
Customer at the center of commercial activity enabled through
centralized commercial hub
Advanced
analytics
Sales
. Automation
= ',-;.,' .
< / - P o
N f}_!_.,;lln;’ Strategy &
| Al . Programs
o
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f;‘a .
Uy o
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Advanced analytics and sales automation are two examples of how

Deutsche Post DHL
Group

we leverage our database with the centralized commercial hub

analytics

A7 R oo
% e

Focus Facilities Dashboard

Leverage data and analytics to identify opportunities
and optimize go-to-market

DigiFridays| Deutsche Post DHL Group Investor Relations | June 2023

Sales
r Automation

Sales Automation Platform

Automation of sales processes to reduce time-intensive, manual
retrieval of insights
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DHL.com group website serves as primary gateway to DHL with

10X

1,000,000,000 visits / year

10x growth over 4 years

V ad
7
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Sustainability is the transformational task of our time — achieving
commercial scale through seamless customer experience

¢35 Lalicel §

Roon Sl - - CE]
Create Shipment : -

Optional Services

GoGreen Plus Charges Apply 0,27 EUR
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Deutsche Post DHL
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Deutsche Post DHL
Group

ACHIEVING NEXT-LEVEL
CUSTOMER EXPERIENCE ACROSS THE GROUP

& =

MeinService @P&P Germany:

Smart ETA on myDHLi
(@DHL Global Forwarding
Christine Behling

Insanely Customer Centric
Culture+ @DHL Express
Christoph Sprenger

Customer Service on 1 platform
Jonathan Zaiss
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Deutsche Post DHL
Group

Digital touchpoints across the group to enhance customer experience

myDHL+ mySupplyChain
DHL Express DHL Supply Chain

DigiFridays| Deutsche Post DHL Group Investor Relations | June 2023

="/ 4 Consumer - Business -

DOWNLOAD THE MY DHL APP

> RppStore > GooglePlay Store

myDHL Parcel myDHLi
DHL eCommerce Solutions DHL Global Forwarding, Freight

MeinService
P&P Germany

15



“Parcel Germany*“ delivery does not cost much, but the parcel‘s

Deutsche Post DHL
Group

content might be of unlimited emotional value for our customers

Delivery at affordable fees

wa

'

| K;\
‘gn

,
&

i \
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= \
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High emotional value Top of industry
digital customer service

highly efficient

Digital

¢

-y

emphatic
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Deutsche Post DHL

G
Our Solution: Highly automated processes with digital loop o

from customer touchpoint to customer feedback

MeinService is end-to-end digitally integrated

MeinService

Customer salesforce
u

Touch:ﬁnts 0
[ () Ad
o' © &% e

convenient, integrated easy & automated seamlessintegration
& digital processes of all departments

2 CaseHandling 3 Issue Solving

4 Customer Feedback

ol

individual & emphatic
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Deutsche Post DHL

G
MeinService is end-to-end digitally integrated o

1- Customer touchpoints

Customer
Touchpoints

Servicechat

DHL Servicechat

o
fo%*h ©

v" all contact channels integrated into platform to
enable automation

v" Using Al for instant problem solving

v' e.g. with one of the most powerful service
chatbots in EU

DigiFridays| Deutsche Post DHL Group Investor Relations | June 2023 18



Deutsche Post DHL

i i H - . Group
MeinService is end-to-end digitally integrated
2 - Easy & highly automated case handling v @ rtassen
© Sachverha It |i|
2 CaseHandling @ Kategorisierung | Beasiien |
I © Seochmaciia |7|
e a 'na © Intenationsl Daten |—|
hd Bearbeiten
v Structured data from customer touchpoints | |
Q Arbeitsauftrag
v" Combining with all available business data -
(e.g. parcel tracking data, contract details) to O FKontieng [ eareten |
automate & facilitate case handling O Sarne: Organiatn ==

DigiFridays| Deutsche Post DHL Group Investor Relations | June 2023 AbschlieBen



MeinService is end-to-end digitally integrated

3 - Seamless integrated feedback loop for issue solving

3 Issue Solving

(e

M

v' Seamless digital feedback loop up to the
delivery person, sales & other departments to
solve customer issue & prevent repeating
occurrence

v" Dynamic adjustment of delivery instructions
based on customer service data

v Data Mining to improve operation processes

DigiFridays| Deutsche Post DHL Group Investor Relations | June 2023

Deutsche Post DHL

Group

_ Auftragsiibersich

— ZB Bonn MechZB

Auftrag

Reklamation 2105-035844
985923 vom 17.05.2021
Reklamation 2105-03583
000889 vom 07.05.2021
Reklamation 2105-03583
000890 vom 07.05.2021

Reklamation 2102-03573804 A-20210226-984758 vom 26.02.2021

(@ Verspitung

X

i Ablehnen Zu bearbeiten v
(2] In Bearbeitung
Q Klirungsbedarf
! el 74 Erledigt
Reklamation umsetzen

> Zur Erledigung der verliegenden Reklamation ist eine

Riickmeldung erforderlich.

Zustellerart

Stammzusteller v
winq  Ursache
Fehler Empfanger A
}
Standardantwort
elen dur Kein Zustellerfehler v
|
Riickmeldung
Erganzender Ruckmeldetext
Abbrechen Speichern



Deutsche Post DHL
Group

MeinService is end-to-end digitally integrated
4 - Individual & emphatic communication

4 Customer Feedback
o
|
=

v Easy & highly automated processesallow our
service staff to focus on customer experience

v" Available data is used to ensure correct,
appropriateand individualized case closing
communication

DigiFridays| Deutsche Post DHL Group Investor Relations | June 2023
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Deutsche Post DHL

G
Status & Outlook roup

We have already achieved a lot... and we want to go even further

Shaping a new

customer service
TR acen = Increase valuefor = = (
CHCIVODL = Expanding MeinService to Post
services to use synergies of a joint
Setting the basis < Leveraging digital processes to platform
. . increase customer satisfactionto all Continue use of data analytics to
Migrated all parcel services & time high fight complaint reasons

customer touchpoints to
MeinService as standardized
common platform

Radically leverage efficiency using
generative Al & automation

Named best of industry customer

service while unlocking substantial
savings & quality improvements
across the division

n'

Apps and interfaces to connect
with all relevant parties
DigiFridays | Deutsche Post DHL Group InV
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MYDHLI BECOMES
SMARTER

DATA-ANALYTICS BASED ETA

FORECASTING FEATURE ON MYDHLI

CHRISTINE BEHLING

SENIOR PRODUCT MANAGER DIGITAL
CUSTOMER INTERACTION

DHL GLOBAL FORWARDING, FREIGHT

JUNE 2023 - DEUTSCHE POST DHL GROUP INVESTOR RELATIONS

Deutsche Post DHL

myDHLi

FOLLOW
+SHARE
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-~ Y
myDHLi is DHL Global Forwarding’s digital
customer portal:

A ONE-STOP SOLUTIONTO

>
O [/

g
Vﬂ‘-— :
T

N

% g

EXCELLENCE IN DIGITAL TRANSPORT LOGISTICS: % &
myDHLI LV

1 &

FOLLOW > -
+SHARE L8

EEEEEEEEE

TRACK DOCUMENTS ANALYTICS REPORTS
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Deutsche Post DHL

Group

Ocean Freight — Estimated Time of Arrival (ETA) is critical for our customers

Why is an accurate ETA critical for our customers?

= Real-time transparency on shipment status is
expected according to customer surveys

= Uncertainty in ETA limits proactive exception
management and customer communication

» Limitations of ETA provided by carriers:
= Limited accuracy

= |nconsistency between different carriers and
shipments

= |nsufficient possibility to control ETA updates

DigiFridays| Deutsche Post DHL Group Investor Relations | June 2023

Global Schedule Reliability

90.0%
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Source: Sea-Intelligence, GLP report issue 137

Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec
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Deutsche Post DHL
Group

DHL Global Forwarding — Ocean Freight Smart ETA (Estimated Time of Arrival)

Solution: J /"bm
Calculate and harmonize ETA pors e

with machine learning algorithm

= Correct ETA for repeated delay patterns in _
hiStO rlcal DGF data. 4 Kamen, DE - Forest City, US

Departure, Port of Antwerp

= Apply real-time ETA corrections based on live vessel AIS
position

= |mproved FOLLOW + SHARE as wellas TRACK
functionality to all customers via myDHLi platform Share

ON TIME
19 Jun 2023, 18:00 | Arrival

House Bill. DEMO-DUSA95709
Container: ACLU9778168

Route Details Documents

Street D49C77A68E, 59174, KAMEN, Germany
24 May 2023, 10:12 | Order received

DigiFridays| Deutsche Post DHL Group Investor Relations | June 2023

24 May 2023, 10:14 | Booking confirmed

Kamen=Gemny PLACE OF ACCEPTANCE | DEKMN
|
|

B B ART S D B il i



Deutsche Post DHL

Group
Ocean Freight Smart ETA logic o
€ 1= Smart ETA prediiction after departure
ETA by 1 May 2023 ==z, 9
ETA by Carrier B: 5 May 2023 _—
Smart ETA: 5 May 2023 Py
/
! - an o 1 [ ]
\-” - ~~~\ =
e On sea voyage: ETAs are frequently a _——
updated based on current vessel position

ETA by 5 May 2023 9

\
ETA by Carrier B: 4 May 2023 ‘s~~
Smart ETA: 7 May 2023 il PR Q
- o - en e *
e Actual vessel arrival 8 May 2023 ===
L

Smart ETA algorithms increase accuracy of
ETA 10 days before arrival by up to 48%

DigiFridays| Deutsche Post DHL Group Investor Relations | June 2023 27



Live Demo

DigiFridays | Deutsche Post DHL Group Investor Relations | June 2023

@ FOLLOWED SHIPMENTS

Deutsche Post DHL
Group
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Smart ETA outlook:
Ongoing self-learning & new features planned

Deutsche Post DHL
Group

Smart ETA Al solution was launched in May 2022 and is fully by D -5 Vamowver, €A
rolled out for all Ocean freight shipments globally Daivere to ot/ Termiaal, Hamburg

ON TIME
17 Apr 2023, 15:00 PST | Estimated Arrival at Destination

House Bill: DTZP43952

The smart ETA prediction runs multiple times a day, resultingin:

; #p Share ‘ \ = Print ‘

= Updated ETA in case of unforeseen vessel delays

Route Details Documents

= Harmonization of ETAs of consoles travelling on the same
vesseland route ' Hamburg - Germany

24 Feb 2023, 16:19 CET | Order Accepted

= Reduced frequency of irrelevant ETA updates

25 Feb 2023, 10:26 CET | Pickup

Outlook:

= Constant self-learning of the prediction algorithm PRSI ECermy

= Focus is on connection intelligence, e.g. improving ETA for : SERREEE LT O] Reessegie Cort/Tuominl
shipments with multiple transshipment ports Papartre

Vancouver - Canada

Arrival

DigiFridays| Deutsche Post DHL Group Investor Relations | June 2023

Place of Acceptance | DEHAM

Origin Port | DEHAM

Destination Port | CAVAN

29



GETTING TO THE NEXT
LEVEL OF CUSTOMER
FOCUS THROUGH

DIGITALIZATION = -

INSANELY CUSTOMER iz, ICCC.I.#%

CENTRIC CULTURE+

CHRISTOPH SPRENGER

SVP STAFF, PROGRAMS & STRATEGIC PROJECTS
DHL EXPRESS

JUNE 2023 — DEUTSCHE POST DHL GROUP INVESTOR RELATIONS
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Deutsche Post DHL
Group
More, Faster, Better Customer Feedback

and Allin 1 Place

Survey through eMail invite

SMS invite

CUSTOMER JOURNEY MOMENT OF TRUTH METHOD OF FEEDBACK
Y SEE

Call SMS | Email | Digital
& || @

How much do you agree with the following statement: "DHL

Express made it easy for me"? N )
Please click on the link below to tell us
what you thought of your recent
experience an d help us to improve with
s.

. Self collection
I get the shipment

delivered/ self co_llect

Delivery arrangement

Delivery by courier J

SIS

Duties & Taxes payable J

NPA
scope

Digital survey as pop-up on website

DigiFridays| Deutsche Post DHL Group Investor Relations | June 2023 34



Al/Machine Learning Capabilities Leveraged to Understand
Sentiment and Topics from Customer Feedback and Allow Action

Customer feedback arrivesin real time and is automatically
analyzed for sentiment and underlying topics

1.0 Recent Responses

QJ
®

Comments

Q Invitation survey comment
© v the tracking of the package provide me with sufficient info to know when to expect the
package. = ~ What would help would be a time window of the approx arrival of the
delivery, that way | do not need to wait the whole day.

Topics:

Shipping/Delivery - Tracking Shipping/Delivery - Timeliness

DigiFridays| Deutsche Post DHL Group Investor Relations | June 2023

Deutsche Post DHL

Group

Speech/text analytics identify trends and sentiment

across all levels of the network

Cwverview of selected topic

60.72% ™. 19.76% =

naitral

All

& Afriendly and smiling courier more
U _The courier was really nica.... mora

= The courler put the package in the mailbox more

35



Deutsche Post DHL

Group
Our Approach and Status
= Global blueprint developed, 1 o
deployed and tested in Denmark (Europe) (] Live since Apr 2022

= Fine-tuned blueprint and deployment approach L Live since Nov 2022
in Chile and Singapore (Asia and the Americas)

>100 Countries live

= 18 countries are live today, mainly in the Americas by Nov 2023

Next steps:
= deploy 20 countries in Europe in July
= >100 countries live before peak
= remaining countries in early 2024

DigiFridays| Deutsche Post DHL Group Investor Relations | June 2023 36
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