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Executive Summary

This report presents the results generated in the user research performed within Task 2.2 of
the UNCHAIN project. The different actors integrating the logistics ecosystem in the living
labs taking part in project demonstration have been considered in this research, focused on
collecting user needs and requirements to improve urban logistics.

The user research has been divided in qualitative research and quantitative research. The
qualitative research, aimed at investigating and identifying the needs and requirements to
improve logistics processes, has included two interventions: Netnography and a Delphi
qguestionnaire. The Netnography was performed by analysing ratings and comments published
on social networks by logistics customers, in three different cities: Berlin, Florence and
Madrid. The Delphi questionnaire was conducted in two intervention rounds, and was
completed by the logistics actors that are part of the UNCHAIN consortium. The first round of
the intervention included an in-person workshop, and interviews with members of the Madrid
use cases. In the second round, the participants filled up an online questionnaire, aimed to
assess the main assessments and findings of the intervention.

The quantitative research, aimed at estimating the current and future demand and the
adequacy of the proposed services and functionalities, included a survey distributed in the
seven countries where the UNCHAIN project will perform pilot test, i.e. Belgium, Czech
Republic, Germany, Italy, Latvia, Portugal and Spain. At least 68 professional users
(administrations, logistics, distribution) participated per country with a total sample size of
654 participants.

The document presents separately the results generated in each intervention (2 qualitative
and 1 quantitative), introducing the methodology followed in each intervention.

The results have identified improvement factors for the logistics services from two
perspectives: from the perspective of the customers (end users), interested in a better service,
and from the professionals’ perspective, demanding more involvement of the public
administration to support them in their daily operation.

[UNCHAIN] D2.2 — User needs of the main actors of urban logistics ecosystem 9
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1. Introduction.

UNCHAIN is an innovation project aimed at developing and testing new services to make
urban logistics more efficient and sustainable. The services will be tested by performing a
large-scale demonstration in three living labs (Berlin, Florence, Madrid), and four follower
cities (Funchal, Mechelen, Prague, Riga), which are seven EU countries. As a previous stage of
the services’ development process, the project is generating and compiling all the relevant
information from a wide perspective, including needs and requirements from users and
stakeholders, but also the legal framework at the local level. The outcomes of the tasks
comprehended in WP2 are going to feed into all the following WPs, thus ensuring a robust
and holistic approach for the deployment of the UNCHAIN framework and services. WP2 will
define the features and functionalities to be integrated in the solutions and tested according
to the possibilities and existing infrastructure of the UNCHAIN pilots.

This report presents the results related to the definition of users’ requirements and needs,
including both customers and professionals. These results will be employed by UNCHAIN
service leaders, to feed the development process of the services proposed by the project to
optimize logistic operations. In addition, the demonstration sites will also get benefit of these
results, to have a deeper knowledge of the difficulties that encounter logistics actors in their
daily operation.

The definition of users’ requirements and needs has been tackled by performing a user
research task, focused on identifying key points and critical factors to improve logistics.

Section 2 of this document presents the gender, ethics and data aspects considered to
perform the user research.

To collect the customers’ requirements, we have collected and analysed social media data.
Besides this, the collection of professionals’ needs has been tackled in a two steps
intervention, collecting firstly their insights in a qualitative way, and validating the main
statements derived from these insights in a quantitative way.

Observation tasks coming from the Netnography in the qualitative research are described in
section 3.1.1, and the results obtained are presented in section 3.1.2. The observation was
performed by reviewing online chats and social networks, where users rate different logistics
companies and make comments about their experiences when employ the services
companies offer. We collected data from the three UNCHAIN’s living labs.

In the professionals’ insights collection through the Delphi intervention, we have worked with
experts within the consortium. The qualitative methodology applied to get these insights is
presented in section 3.2.1, and results in section 3.2.2.

To validate quantitatively the main hypothesis and statements extracted from the qualitative
research with professionals, we have performed a survey participated by professionals,
externals to project consortium. More than 500 professionals have participated in the survey,
distributed in seven different EU countries. The survey definition is described in section 4.1,
and the results obtained are presented in section 4.2.

[UNCHAIN] D2.2 — User needs of the main actors of urban logistics ecosystem 10
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In section 5 we discuss about how to interpret the results we have obtained in the different
tasks related to the user research, and our conclusions regarding this topic.

2.

Gender, ethics and data related issues

2.1.Gender related issues.

This report includes the description of three interventions, participated by end users and
intermediate users. Two of these interventions are qualitative (Netnography and Delphi), and
the third is quantitative (Survey). The gender issues have been tackled differently in each
intervention, as described in the following paragraphs:

Delphi: this intervention included a workshop and interviews for the first Delphi round,
and an online questionnaire for the second Delphi round, as described in section 3.2.1.
Participants were the representatives of the UNCHAIN partners, and their contributions
were anonymous, and we only registered their professional profile in the online
guestionnaire. So, we can consider the gender distribution for this intervention is the
gender distribution of the UNCHAIN consortium.

Netnography: this intervention included the recollection of ratings and comments from
the Google reviews, as described in section 3.1.1. Despite both contributions, ratings and
comments, are anonymous, we can derive the gender of most of the comments by the
nickname given by the author. Based on this classification, we have a slightly unbalanced
sample of 40% females and 60% males. An analysis has been made to find significant
differences in positive and negative comments and hate levels, as presented in section
3.1.2.

Survey: regardless the survey was anonymous, it was asked a general question about the
participants’ gender (ANNEX 6). The sample is unbalanced as the rate of male participants
(65.9%) doubles the rate of females. This gender distribution has not been imposed by
survey’s design, and considering our target population are professionals, it could be
related to the nowadays situation in the logistics sector'. An analysis has been made to
find significative differences between women and men answers, as presented in section
4.2.

1 Transport is a sector that still employs relatively few women (22.2 % of the workforce compared to 46.1 % of all people employed

across the whole economy). There has been no discernible progress over the past decade, with women making up 22.3 % of

the workforce in the transport sector in 2011). https://eige.europa.eu/gender-statistics/dgs/data-talks/transport-eu-too-few-

women-decision-making
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2.2. Ethics related issues.

The methodology to be followed in those interventions described in this report involving the
participation of end users and intermediate users, externals to the project consortium, have
been described to the Lancaster Ethics Committee through the official application form of this
institution.

We received the approval of the Lancaster Ethics Committee on October 10™ 2023 (ANNEX 1)
to perform the Netnogtaphy and to distribute the survey in seven European countries (those
countries with cities being part of pilot demonstration sites of the UNCHAIN project), and the
approval for an amendment (ANNEX 2), extending the survey’s distribution to all EU countries
on October 26t 2023.

To deal with the ethical issues in the quantitative survey, an information sheet and a consent
form (ANNEX 6) was included at the beginning of the online questionnaire. Therefore, the
participants have to read the documents as a previous step to fill up the questionnaire.

By proceeding in this way, the survey was conducted in strict adherence to the terms and
conditions approved by the ethics committee (see ANNEX 1 and ANNEX 2). Additionally, we
possess comprehensive documentation supporting this affirmation of compliance.

Furthermore, all collected data adheres to the specifications and requirements outlined in the
project's data management plan.

2.3. Data related issues.

ANNEX 8 presents the description of the datasets generated in the qualitative and quantitative
interventions reported in this document. These datasets do not contain any personal data of
the participants who took part in these interventions.

As the questionnaire was distributed through a digital platform, each record of the
participants’ answers contains the date the survey was filled up.

All data is accessible to partner requests in an anonymized (open) manner and will be hosted
in a publicly accessible data repository as mutually agreed upon within the project.

3. Qualitative research.

User qualitative research aims to understand which are the main factors (positives and
negatives) that explain the satisfaction level of users when employing logistics services. To
understand this experience, its key factors and critical points, two types of interventions were
performed: observational interventions and inquire interventions, where inquire
interventions require the employment of a questionnaire or a previous script, based on
hypothesis that must be confirmed.

[UNCHAIN] D2.2 — User needs of the main actors of urban logistics ecosystem 12
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Qualitative research [M1-M6] Quantitative research [M7-M9]
Netnography (ES, DE, IT) . QFD Survey (ES, DE, IT, BE, CZ,
End users and logistics consumers; PT, LV)
needs&requirements to improve logistics 500 participants: city planners

Delphi (ES, DE, IT, BE, CZ, PT) operators, local businesses owners and

Workshop 50 professionals: logistics operators, logistics professionals
city managers, mobility agents

Interviews (ES) 10 professionals: local business
associations, real state agents

Questionnaire

Figure 1: User research performed in UNCHAIN project.

By observing (observational interventions), we intend to learn about the problems and
positive experiences customers have when using logistics services in their daily life, and the
context related to this use. Once we learned about customers’ problems, we combined this
information with the requirements stated by professionals, and inquired them about the
reasons, potential interventions, and strategies to overcome today’s situation and progress
towards a more sustainable logistics operation.

Figure 1 presents an overview of the user research activities performed in UNCHAIN project,
jointly with the number of users involved in the UNCHAIN qualitative research, a brief profile
description and the countries of the participants included in the study. All these activities are
linked, as results generated in the Qualitative research have been employed to design the
survey associated to the Quantitative research.

In the following sections the methodology related to each qualitative intervention and the
results generated are presented.

3.1.Qualitative research i: Netnography in the living labs.

3.1.1. Methodology description.

To perform the online observation, we have applied Netnography?. This is an online research
method aimed at understanding social interaction in contemporary digital communications
contexts.

Netnography uses the assessments and comments occurring in social media platforms as data,
substituting the traditional in-person observation techniques by interactions and experiences
manifesting through digital communications.

2 Robert V. Kozinets (1998),"0On Netnography: Initial Reflections on Consumer Research Investigations of Cyberculture", in NA - Advances in
Consumer Research Volume 25, eds. Joseph W. Alba & J. Wesley Hutchinson, Provo, UT : Association for Consumer Research, Pages: 366-

371
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The main aim of this Netnography intervention has been to analyze the needs of the end user
regarding the merchandise delivery and courier sector, through the analysis of online
comments and assessments (ratings) in Google reviews. The methodology consisted of
analysing the comments in this main social network in 3 representative cities in EU that
participate in the UNCHAIN project as Living Labs, and are: Berlin (DE), Florence (IT) and
Madrid (ES).

The methodological phases followed to perform the Netnography have been:

1. Utilizing Web Scraping for Gender Identification through tools such as ScrapeHero or

Gender API, along with language extraction and detection, as well as comment.

2. Number of reviews per year (from 2017 to 2023, see ANNEX 3), to determine the
evolution of usage.
3. Analysis of textual data (natural language processing) represented in:

e Sentiment-polarity analysis; classifying the comments as POSITIVE, NEGATIVE, MIXED
or NEUTRAL.

e Analyzing the emotions and the hate/aggressive level of the comments.

e Word clouds: The word cloud allows us to synthetically view key words, according to
their frequency of occurrence.

e Semantic analysis by manual coding: manual coding consists of reading the set or a
representative sample of the answers (around 100 for each city). Corresponding
topics and categories are chosen, according to meaning at expert level.

4. Extraction of characteristic verbatim: Once the topics of the comments have been
identified, the verbatim are extracted to illustrate the topics addressed.

The number of reviews included in the study is higher than 10,000, including 719 reviews in
Berlin, 1220 in Florence and 8357 in Madrid. The number of comments collected (a total
number of 5,921, 5,015 in Madrid, 520 in Florence and 386 in Berlin) is typically lower than
the number of reviews, due to the fact that all the comments are linked to a review, but a
review does not imply writing a comment.

A description of the sample considered in the Netnography study is presented in Figure 2,
Figure 2, and Figure 4.

[UNCHAIN] D2.2 — User needs of the main actors of urban logistics ecosystem 14
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Figure 2: Sample description of the Netnography intervention in Berlin.
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Figure 3: Sample description of the Netnography intervention in Florence.
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Figure 4: Sample description of the Netnogtaphy intervention in Madrid.

The data for this study was collected during the second half of October 2023 (from week 42
to week 43).

3.1.2. Netnography results.

Figure 2, Figure 2, and Figure 4 present the mean values of the ratings for the cities included
in the study. While Berlin (mean rating of 4.2, Figure 2) and Florence (mean rating of 3.6,
Figure 2) get a positive assessment (values over 33), Madrid ratings are not so positive (mean
rating of 2.8, Figure 4). With these ratings, the mean rating of the study is 3.5, but the sample
size differs a lot among the cities. So, if we weigh the mean rating by the number of comments,
the new mean value we get for the study is 3.

The local values for the ratings are coherent with the number of positive comments and
negative comments. Indeed, Figure 5 shows the amount of positive comments and negative
comments for Madrid courier sector, according to natural language processing. In this case,
the number of negative comments doubles the number of positive comments, what results in
a low rating value.

3 Ratings range from 1 to 5, as users typically rate a service selecting stars: 1 star is the worst assessment, and 5 stars is the best. So,

considering this scale, 3 is the mean value for ratings.
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Figure 5: Sentiment analysis for Madrid comments.
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Figure 6: Sentiment analysis for Florence comments.

Figure 5 shows all the terms that are related to the positive and negative comments. Indeed,
each bubble includes a word that has been used in a comment. The figures under the word
show the number of times this term has been employed in a positive comment (left number)
or in a negative comment (right number). Negative comments are mainly related to package,
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day, service, delivery, and company. There are also diverse terms that are strictly related to
positive comments like attention, excellent or fast, but as corresponds to the rating, two out
of three of the terms employed by users are related to negative comments.

The ratio between positive and negative comments is slightly over one for Florence (Figure 6),
what it is consistent with the rating (3.6 out of 5). In this case, the amount of terms employed
in positive (20) is similar to the amount of terms employed in negative (19). The terms more
employed in a positive sense are excellent, fast, staff and professional. On the contrary, the
terms related to negative aspects of the logistics service are delivery, bad, time, service and
courier.
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Figure 7: Sentiment analysis for Berlin comments.

The good rating (4.2 out of 5) obtained for courier service in Berlin is coherent with the result
shown in the graphs of Figure 7. There are nearly five positive comments for each negative
comment, and the terms selected by users to describe the services are mostly employed is a
positive way. Package is the term employed mostly in a negative sense, and service, fast,
friendly, reliable and time are related to positive aspects.
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Table 1: Main improvements related to Madrid courier service.

1. Improvement in Customer Service:
* To establish an efficient and personal telephone system available to answer calls.
* To train staff in friendly and professional customer service.
* To eliminate automated responses and provide accurate and truthful answers.
2. Punctuality and Reliability in Deliveries:
* To strengthen internal processes to ensure on-time deliveries.
* Toimplement a package tracking system to offer precise tracking.
* Proactively communicate any delivery delays.
3. Service Quality and Professionalism:
* Continuously evaluate and improve internal processes to ensure reliable and professional service.
To implement a quality control system for deliveries and problem resolution.
4, Transparent Communication:
To provide accurate information about the status of packages and any changes in delivery.
To avoid changes in package status without justified reasons.
. Delivery Improvement:
To establish clear protocols to ensure smooth deliveries.
* Torespect customer-selected time slots and accommodate requested changes.

w

The semantic analysis of negative comments allows us to identify the main topics addressed
by the customers, when they rate the courier services. The most commented topics are
related to the most relevant improvements, companies should implement in order to improve
their rating, and consequently, users’ satisfaction level. This analysis involves examining a
gualitative sample of comments to extract the intended meaning as desired by users
(approximately 100 comments per city, as specified in section 3.1.1). The comments are then
organized into relevant topics and categories.

Table 2: Main improvements related to Florence courier service.

1. Improvement in Customer Service:

To establish an efficient customer service system that responds promptly to calls, emails, and chats.
To train staff in friendly, professional, and empathetic communication.

2. Promotion of Pleasant Interactions:

To provide training to staff to promote courteous and respectful interactions with customers.

To reinforce the importance of empathy in all interactions.

3. Punctuality in Deliveries:

To implement measures to ensure that all deliveries are made within the agreed-upon timeframe.
To establish tracking and notification protocols in case of delays.

4, Enhancement of Customer Experience:

To evaluate and improve internal processes to ensure high-quality service.

To set clear service standards that meet customer expectations.

5. Improvement of Organizational Culture:

To promote a customer-centric culture where pleasant and professional interactions are a priority.
. To recognize and to reward employees who demonstrate a positive attitude.

Table 1 presents the five most relevant improvements (categories) related to Madrid courier
service, according to customers’ comments (in bullet points under each corresponding
category). The three most relevant improvements demanded by Madrid citizens are related
to Customer Service, Reliability in Deliveries and Quality and professionalism.
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In the case of Florence, the five most relevant improvements are presented in Table 2. The
Customer Service, the Pleasant Interactions and Punctuality are the three most relevant
improvements demanded by Florence citizens.

For Berlin, Table 3 presents the five most relevant improvements according to customers’
comments. The Quality-Price Ratio, the Customer Service and Punctuality are the three most
relevant improvements demanded by Berlin citizens.

Table 3: Main improvements related to Berlin courier service.

1. Quality-Price Ratio Optimization:

. Conduct a comprehensive analysis of costs and tariffs to ensure competitive pricing relative to the market.
. Offer flexible rate options that cater to different customer needs.

2. Improved Customer Service:

Establish an efficient customer service system that responds promptly to calls, emails, and inquiries.

. Implement clear protocols for addressing customer inquiries and issues.

3. Punctuality in Deliveries:

. Set up planning and route tracking processes to ensure timely deliveries.

. Implement notification systems to keep customers informed about the status of their deliveries.

4, Overall Service Improvement:

. Evaluate and enhance internal processes to ensure high-quality service at all stages.

. Conduct periodic satisfaction surveys to gather customer feedhack and address areas of dissatisfaction.
5. Delivery Management Improvement:

. Implement advanced tracking and tracing systems to minimize the risk of lost packages.

Establish clear protocols for handling undelivered or lost packages.

Regarding the gender analysis of the whole sample, there are no significant differences*
between men and women in sentiment in the comments and levels of extreme negativity
(hate), as shown in Figure 8.

However, women tend to discuss topics such as package, waiting, delivered, or absent, while
men mention more frequently topics such as service, company, shipment, or hour.

4 Significant differences have been established by applying a Pearson’s Chi-squared test to the datasets.
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Figure 8: Gender differences in the service courier assessment.

The analysis of the whole sample shown in Figure 9 reveals the differences among the size of
the sample in the cities, and the negative comments are prevalent due to Madrid result.
Regardless, if we focus on the three main improvements, we found they are coherent with
the results in cities: Customer service is the first improvement in Madrid-Florence and the
second in Berlin, Punctuality in the second in Madrid and the third in Berlin-Florence, and
Quality-Price ratio is the first in Berlin.

183298
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1. Improved Customer Service:
1. Toestablish an efficient and responsive system available to promptly handle calls, emails, and

chats.

2. Toimplement clear protocols for resolving customer inguiries and issues.

3. To train staff in friendly, professional, and empathetic communication.

4. Toeliminate scripted responses and provide accurate and truthful answers.

2 p lit | Reliability in Deliveries:

1. Toreinforce internal processes to ensure timely deliveries within the appropriate timeframe.

2. Toimplement a package tracking and notification system to provide precise tracking and
notify customers of any delays.

3. Proactively communicate any delivery delays.

1.  Toconduct a comprehensive analysis of costs and tariffs to ensure competitive pricing relative
to the market.

2. To offer flexible pricing options that cater to different customer needs.

1. To provide training to staff to promote courteous and respectful interactions with customers.

2. Toemphasize the importance of empathy in all interactions.

5. Service Quality and Professionalism Enhancement:

1. Toevaluate and improve internal processes to ensure high-quality service at all stages,
maintaining a reliable and professional service.

2. Toconduct periodic satisfaction surveys to gather customer feedback and address areas of
dissatisfaction.

3.  Toimplement guality control in deliveries and issue resolution.

Figure 9: Sentiment analysis of the whole sample.

ANNEX 3 presents all the results generated in the Netnography analysis.

3.2. Qualitative research ii: Delphi questionnaire with

professionals.

3.2.1. Methodology description.

To capture the professional perspective when dealing with improvements in logistics
operation, we have applied the Delphi methodology> This methodology foresees the
participation of professionals and experts, who answer questions related to the state of the
art of a technology, and how this technology is evolving.

Considering that the UNCHAIN consortium includes representatives of the most relevant
entities participating in logistics (local administrations, logistics companies, technology
developers, consultancy and research institutions), we have worked with these professionals,
following the Delphi methodology. To enrich the results generated in this qualitative
intervention, and with the idea of having the professional perspective of all the entities that
will be involved in the demonstration of the project KERs (Key Exploitable Results). To broaden
the perspective, we also included the participation of the members of Madrid use cases by
performing a specific workshop session with local agents (Figure 11).

5 https://en.wikipedia.org/wiki/Delphi_method
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Figure 10: Distribution of groups, and results presentation in the workshop with project partners.

For this purpose, we proposed the application of the Delphi methodology in two rounds. In
the first round we worked separately with the UNCHAIN consortium members, and with the
Madrid Use Case local agents (Figure 11). With the consortium members we performed an in-
person workshop during the project Kick off Meeting (Figure 10). All the consortium members
were distributed in two different groups (approximately twelve people per group), working on
a flip chart, in which the stoppers, values and recommendations to improve logistics
recommendations were identified by the different participants.
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- To know the current product/package/courier reception, distribution
and delivery processes, including what works and what does not
work now.

MADRID USE CASE LOCAL AGENTS

- To identify current logistics barriers and problems that must be
GRUPAL INTERVIEWS

resolved.
e -]/ - To identify keys to improve logistics and distribution from the point of
—d S view of Madrid local agents (requirements, keys for improvement and
expectations).

- To analyse the possibilities of using public land, commercial land,
parking, shared information and data... for logistics.

- To identify potential barriers to the use of these resources for loading
and unloading.

[- 15 PARTICIPANTS ] (Q,unchoin

Figure 11: Main objectives of the interviews with the Madrid Use Case local agents.

To enrich the results generated in the workshop, we arrange interviews with local agents of
the Madrid Use Cases, with the support of the partners from Madrid Council. In these
interviews, we intended to get information about the current logistic processes in the city, but
also about stoppers and recommendations to improve the processes. A total number of 45
professionals participated in the first round of the Delphi intervention.

The analysis of the collected data in Delphi’s first round, allowed the generation of the second-
round questionnaire (ANNEX 4), aimed to validate the main statements derived from this
analysis. The questionnaire was distributed through SurveyMonkey6 platform, among
consortium partners. A total number of 15 professionals participated in the Delphi’s second
round. The most relevant results related to this qualitative intervention are presented in the
following section. Besides this, the complete results collection is included in ANNEX 5jError!
No se encuentra el origen de la referencia..

3.2.2. Delphi results.

The flip charts generated in the workshop attended by the consortium members were
reviewed, extracting all the contributions and putting them together in a digital format. As
stated in the previous section, the 15 round of the Delphi were participated by:

e Two groups of project partners during the Kick of Meeting of UNCHAIN project in Brussels
(May 2023), and
e An additional working group of 15 local stakeholders from Madrid use cases.

Since the flip charts consisted of notes each participant posted, the contributions of both
working groups were put together and split into three tables, as shown in Table 4, i.e: (i)
Stoppers, (ii) Values and (iii) Recommendations. Having all the contributions together allowed
us to analyse them. As a result of this analysis, the contributions were organised by categories
and main topics.

6 https://es.surveymonkey.com/
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Table 4: Stoppers-Values-Recommendations organized by the defined categories, generated in the workshop.

Need to align strategies SUMP-SULP, New solutions are often not profitable; only pilots, Confusing regulation, Different regulation, Lack of modern regulation, No adg}
to change legislation and administrative regulation, Hard to define the necessity and subject of procurement, Policy coherence across sectors, Conflict with economy
Public nobody wants regulations, KPI must be declined to measure success of framework goals, Dynamic change in patterns and stakeholders; hard to define regulation, Lin]
budget & manpower/personnel, No political support, Outdated regulations, Inflexible regulations, Inadequate enforcement traffic regulation, Missing
° A knowledge&capacities in administration, Lack of trust to municipality about effect of data sharing, Restrictive regulation; cargo bike vs. pedestrians, Last mile delivery
Legislation active mobility, SULP as part of SUMP, Traffic regulations, Approach by city managers often/too many times driven by electoral needs, Lack of regulation, Missing link]
transportation planning vs. urban planning, No awareness on logistics by urban planners, No legal regulation to enforce, for example, loading zones, Shared space wit}
public and private mobility active modes, Public administrations have limited skills&resources.

management &

No space dedicated to complex deliveries solutions, Lack of loading/unloading areas, Lack of available space, Delivery companies competition for space: lockers, UCC]
hubs, More micro-logistic hubs needed; lack of space and facilities, Lack of public surface on central/old districts, Matching needs/spaces, Not enough space for all n{

Infrastructure Infrastructure competition (different uses and demands, e.g. on streets, parking), Limited energy alternative infrastructure availability, Availability of space; space con
with other land uses, Location of UCC; dedicated spaces for logistics, Lack of space; fight for space.
Sustainability No sustainability culture, Need to reduce the home delivery and to increase the lockers or shops’ deliveries, Cultural heritage boundaries; Unesco area, Commitment|

sustainable companies, Sustainability makes it more difficult.

Micro-size companies in logistics; difficult to reach, Enterprises and companies do not want to share info, No willingness to cooperate by involved stakeholders,
Business Confidential, Accessibility of available data limited (data ownership), LSPs not prepared to share data, Competitors, Load/Unload area is never enough, Big vehicles u{
EVs are expensive; the range, Data is companies’ asset; value for them.

Public Private Involvement of private sectors in the process, No common idea about the future, Local market operators too fragmented; small operators, Failure in the hourly reguld
of the drop off/pick up spaces (non compliance), Logistics is not prioritized, Access to city centre, LEZ in cities, Everyone thinks about its own future,
Protocols&agreements between public and private sector, Land is private to a large extent, Mixed private-public logistics policies on same limited infrastructure, Lack|
o interest in logistics by society&investors.

Partnership

Framework must be monitored automatically, Data needed: demand, usage, capacity (of infrastructure), No systematic approach to data monitoring, No framework (|
Smart City solution) to share data in a safe&confident way, Data silos, Planning on available data (limited knowledge on demand, ...), Data on land use only available with differe
scope, GDPR compliance, Interoperability of data, Interoperable data are expensive, Public data proxies’ logistics.

To have a clear guidelines vision; top-down approach, Possibility to implement policy, Political buy-in, A good new ordinance to allow this change]
Public encourage this change, Main driver: restrictions on car-use, Participatory process in defining SUMP, Alignment with mobility planning, housing, e
management & activities and overall, urban plans, New SULP in place with concrete targets and monitoring obligation, To define data-based policy, Making the

Legislation (un)loading zones obligatory, To reduce space for private car and to increase for other uses.

[ ]
Structural approach instead of project based, Land use for city hubs, micro-hubs, lockers, New loading and unloading zones, Temporary land-us|
Infrastructure depots, Micro-logistic hubs, Optimal location of hubs/UCCs; less congestion, costs, wasted time, Shared spaces for different actors, Distribution

[ ] points.
Sustainability LEZs protect the cities consolidation, Increased awareness about the challenge, Consumers’ choice; less polluting operators, Increase of unders|
[ ) situation among citizens, New small electric and narrow vehicles.

Logistics operators, Incentives, Better understand logistic flows and to know where and how to intervene, Data driven planning, IT-based modellij
Business demand for micro-depots, To have more data implies potential more knowledge of city context; better optimization; cost reduction, Socio-econon]
beneficial to all stakeholders.

Public Private Flexible approach, Fulfil strategic goals, Open discussion with main operators, Common goal to be achieved, Public councils open discussion, To understand t|

Partnership better, Self benefit (trust), Take advantage from the amount of data publicly available; the so called high value data sets.

O
Looking into the future solutions and not only into existing problems, To make a similar technology that is able to make the change in any city, To|

Smart City monitor&analyse policy in a quantitative way, Logistics operation services have decent digital platforms for end users, Connected car; V2G data,
for professionals to book the needed space, Research-assisted demand evaluation, Monitorization of public spaces.

RECOMMENDATIONS |

Common regulation across Europe, To make it obligatory, Subsidies for the writing&implementation of SULP, Shared governance model, To mak

Public actions measurable, Evaluate measures adopted by cities; SUMP/SULPs; development, Standardization, Common technology and data type (fo
management & companies, cities, EU), To make data sharing obligatory; couple it to UVARSs, To insert logistics needs for last mile delivery to discussions about
Legislation designs, Create awareness with urban planners, Give guidance to urban planners, To make (un)loading zones&hubs obligatory, Smart and adap

use regulation, Logistics considered as a part of urban planning rather than a problem to be solved afterwards.

Infrastructure Gain knowledge; planning of UCCs; optimization, New micro-logistic hub with same technology and facilities across EU, Optimised network of sf|
logistics infrastructure, To identify in SULPs mobility hubs in city centres; surroundings areas, possibly shared by multiple operators.

Sustainability OEM market evolution (lowing vehicle prices), Raise awareness on the environmental impact (e.g. express courier), Awareness on the impact fo
logistic system by all the actors and end users included, Active delivery (customer moves), Different types of vehicles, More sustainable, low emj

. particular to entry in city centre, Well structured and organized user-oriented.
Business Incentives for companies following good practices, Never forget local commerce, helping them to be involved, To overcome data silos, share datj

stakeholders, Business models for data sharing, Data brokerage; stewardship logistics data; 3™ party.

Public Private To involve different city departments and also citizens and private sector, if possible, To facilitate research project with private operators, To ensu|

Partnership collaboration in technical groups with logistic operators&cities consultancies, No top-down decision, Realistic and simple strategies, Real involve
stakeholders (collaborative), To implement protocols&agreement to facilitate data exchange with private sector (e.g. aggregated or anonymised)]
. sharing for public services.

Better communications on needs of logistics, To monitor KPI for SULP effectiveness consistently, To support research based data acquisition, P
more visibility, To create an European IT platform that can be used in different countries cities, Easily accessible singular platform for information|

Smart City sharing, To develop successful pilot app proving benefit for operators, Connection in real time with vehicles, hubs, governments, companies, To ||
‘ needs (for improvements); more data quality, more better decisions, Use of digital twins (e.g. Lead project), Constantly re-assess situation base(|
monitoring.
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As shown in Table 4, the categories identified that grouped all the contributions are:

e Public management & Legislation,
e Infrastructure,

e Sustainability,

e Business,

e Public Private Partnership and

e Smart City.

The Table 4 presents the statements belonging to each category.

The number of contributions collected suggests that the inadequate Public Management &
Legislation and the lack of appropriate Infrastructure are the main urban logistics barriers
today (Table 4). Following this rationale, the next level of barriers are Public Private
Partnership, Smart City and Business related to data sharing. Sustainability seems to be a low-
level barrier.

Regarding values, Public Management & Legislation is the most relevant strength of urban
logistics; the main barrier arises also as the main facilitator to change nowadays situation. In
addition, Infrastructure and Public Private Partnership to generate Business related to data
share in the context of the Smart City seem to be important assets for the urban logistics.

Regarding recommendations, Public Management & Legislation appears again as the main
factor. These results suggest that public administration has the key to change a market, which
main actors (enterprises) demand new infrastructures and digital resources to move towards
a more sustainable scenario.

The results generated in the interviews with the Madrid use case local agents are presented
in Table 5. The categories used to group the contribution are the same presented in Table 4,
but the interviews focused on describing the Current Process of urban logistics, identifying
Stoppers and Recommendations.

The main findings derived from the interviews with Madrid local agents are related to
recommendations to improve the urban logistics. Specifically, Public Management &
Legislation could contribute by developing common city logistics regulations in the European
area. These regulations should be dynamic (not rigid), and adapted to different criteria like
the type of product, delivery schedule or the tonnage of the vehicle.
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Table 5: Current Process-Values-Recommendations, generated in the interviews with local agents from Madrid.
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Business
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RECOMMENDATION I

To regulate the use of the bus lane by agreement until 8:00 a.m. or the established time, To be very strict with schedules if issuing fines, To regulate the use of pedes|
zones by agreement, To define loading/unloading schedules based on the type of product (e.g. food) to coordinate the work and foresee priorities of use, according tcj
product, Do not use the average delivery as a regulation measure (segment), Regulate night delivery from 12:00 p.m. and 7:00 a.m. in areas that do not affect the
neighborhood, To provide for stock warehouse spaces (the delivery person leaves the parcel, digital delivery note signed and picked up by the customer at another tir]
To regulate that the product is left at the door of the premises, without access to the basement or attic; difficult because the customer do not want it, but this would resj
occupational risks reduction, and delivery times reduction, To regulate where heavy merchandise can be stored (at street level or warehouse next to it); it would make
delivery faster and safer, Flexible control, To prioritize schedules according to delivery typology; in the morning, from 7:00 to 12:30, food, pharmacy and press; half daf
equipment, furniture; afternoon fashion, accessories. To unify municipal regulations to have a framework with certainty; knowing whether or not you comply with the
regulations, Regulations according to neighborhood typology.

To monitor where the vehicle is, in real time, Being able to book a loading/unloading space, flexible in time occupancy, To use parking lots for small vehicles (at certaif
hours), To use blue and green parking lots for loading/unloading, To enable parking areas in the perimeter of difficult-to-access neighborhoods, HUBS in perimeter ar|
and from there to deliver with electric vehicle through a shared platform.

OEM market evolution (vehicle prices reduction), To raise awareness on the environmental, LEZs protect the cities consolidation, To increase awareness about the

logistics needs, To carry out complex analisys of what the improvement in CO, (reduction) implies; e.g. a heavy vehicle, even being diesel, if it is allowed to remain in
same loading/unloading space for the time it needs, reduces pollution because it travels almost no kil and does not traffic congestion, To create spe]
permits for access of L vehicles, itation of a network of shared platforms with clean vehicles for last mile delivery.

Incentives for companies following good practices, Never forget local commerce, helping them to be involved, To provide deadlines and facilities to make changes in
type of vehicle and fleet renewal, Transporters within 5 years of retiring who do not have to change their vehicle (extensions), To strengthen common delivery areas
(kiosks, small businesses...), To reduce home delivery, Commerce as a delivery point, Associations as delivery managers of the last mile delivery.

To involve different city departments and also citizens and private sector, To promote dialogue to search for solutions, To include logistics companies in the search fo|
solutions, Direct interlocution with city council directors, To be able to coordinate and to integrate with urban planners, To work with the municipal police to identify the]
location of loading/unloading areas, The delivery people want to collaborate to speed up the processes (but they do not want to be harmed, control / inspection),
Registration, type of vehicle, and environmental certification are already share by logistics companies; other data of their own could be shared if the city council gives
data to improve their delivery route.

Better communications to cover logistics needs, Metropolitan area must have a common regulation, integrating common urban plans, App to optimize routes, book a
loading/unloading area (contrast with apps from cities that already have them in place).

Don't give a clear guidelines, Fines related toexceed the established loading/unloading time, The loading/unloading time must be regulated by tonnage,
Parcel delivery operators can use shared areas (parking lots, different resources depending on weight and size...), Uncertainty by unclear regulation, Ci
councils must address the needs of logistics (not all the product delivered is the same), The lack of proper legislation has consequences for professiona
and society, Lack of coordination between municipalities, Dispersed regulations and lack of equity in the delivery requirements, Legislation is different in
each city and there is no common framework (what is legal in one city could be illegal in other), The legislation that applies to delivery vehicles is similar
that applied to private vehicles; different one is required, The rules are very inflexible (not adapted to delivery typology), During the first hours of the day
loading/unloading areas are saturated, There are access restrictions (LEZs), Some vehicles, due to tonnage, cannot access the downtown district.

No space dedicated to complex deliveries, Lack of loading/unloading areas, Lack of available space, Loading/unloading areas not in accordance with thy
size and load of the vehicles, Better distribution of loading/unloading areas to minimize last mile delivery, To restrict the use of these spaces only for
loading/unloading, To monitor real time location is rejected, as it could be employed to fine professionals, There is no space to leave the load in the abs
of commerce, The reduction in lanes has to be compensated with more loading/unloading areas.

To have to move the truck due to lack of flexibility in parking time, on loading/unloading areas; this results in more km driven, The indicators to assess
logistics processes are very limited and do not adjust to the activity; other ways to reduce emissions must be explored, Diesel vehicles are consumption
competitive with hybrids vehicles.

Better understanding of logistic flows to know where and how to intervene, Difficulties in carrying out other loading and unloading tasks such as reverse
logistics, Removals have the same treatment as transportation and distribution (they cannot usually comply with schedules as they are parked the whol
day), The construction sector is having problems (restricted hours + ecological vehicle); they have to leave at 5 p.m. when perhaps they would have finig
in 2 hours and they are forced to return for another day.

Logistics operators do not participate in decision making regarding the regulation of logistics activities, Lack of tolerance in logistics activities, Lack of
understanding of their needs, The distribution generates inconvenience to citizens that must be taken into account (noise, deterioration of the pavement|
congestion, reduction of space...).

In the city there is very little tolerance for distribution and logistics work, Problems of coexistence with the mobility of citizens, Route apps generate doul]
Fear that the app measures have a supervisory objective.

To regulate the use of the bus lane by agreement until 8:00 a.m. or the established time, To be very strict with schedules if issuing fines, To regulate the use of pedes|
zones by agreement, To define loading/unloading schedules based on the type of product (e.g. food) to coordinate the work and foresee priorities of use, according tc|
product, Do not use the average delivery as a regulation measure (segment), Regulate night delivery from 12:00 p.m. and 7:00 a.m. in areas that do not affect the
neighborhood, To provide for stock warehouse spaces (the delivery person leaves the parcel, digital delivery note signed and picked up by the customer at another tir]
To regulate that the product is left at the door of the premises, without access to the basement or attic; difficult because the customer do not want it, but this would resj
occupational risks reduction, and delivery times reduction, To regulate where heavy merchandise can be stored (at street level or warehouse next to it); it would make
delivery faster and safer, Flexible control, To prioritize schedules according to delivery typology; in the morning, from 7:00 to 12:30, food, pharmacy and press; half dgf
equipment, furniture; afternoon fashion, accessories. To unify municipal regulations to have a framework with certainty; knowing whether or not you comply with the
regulations, Regulations according to neighborhood typology.

To monitor where the vehicle is, in real time, Being able to book a loading/unloading space, flexible in time occupancy, To use parking lots for small vehicles (at certaif
hours), To use blue and green parking lots for loading/unloading, To enable parking areas in the perimeter of difficult-to-access neighborhoods, HUBS in perimeter ar
and from there to deliver with electric vehicle through a shared platform.

OEM market evolution (vehicle prices reduction), To raise awareness on the environmental, LEZs protect the cities consolidation, To increase awareness about the
logistics needs, To carry out complex analisys of what the improvement in CO, (reduction) implies; e.g. a heavy vehicle, even being diesel, if it is allowed to remain in
same loading/unloading space for the time it needs, reduces pollution because it travels almost no kil and does not traffic congestion, To create spe]
permits for access of L vehicles, itation of a network of shared platforms with clean vehicles for last mile delivery.

Incentives for companies following good practices, Never forget local commerce, helping them to be involved, To provide deadlines and facilities to make changes in
type of vehicle and fleet renewal, Transporters within 5 years of retiring who do not have to change their vehicle (extensions), To strengthen common delivery areas
(kiosks, small businesses...), To reduce home delivery, Commerce as a delivery point, Associations as delivery managers of the last mile delivery.

To involve different city departments and also citizens and private sector, To promote dialogue to search for solutions, To include logistics companies in the search fo|
solutions, Direct interlocution with city council directors, To be able to coordinate and to integrate with urban planners, To work with the municipal police to identify the]
location of loading/unloading areas, The delivery people want to collaborate to speed up the processes (but they do not want to be harmed, control / inspection),
Registration, type of vehicle, and environmental certification are already share by logistics companies; other data of their own could be shared if the city council gives
data to improve their delivery route.

Better communications to cover logistics needs, Metropolitan area must have a common regulation, integrating common urban plans, App to optimize routes, book a
loading/unloading area (contrast with apps from cities that already have them in place).
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PARTNERS WORKSHOP / STOPPERS PARTNERS WORKSHOP / VALUES PARTNERS WORKSHOP /
100% 100% RECOMMENDATIONS AND IMPROVEM

80% 80% g

60%

40% 20%
20%
0% 0% 0%
S 5 S

W Strongly agree m Agree m Neutral m Disagree M Strongly disagree
Figure 12: Agreement level with the results generated in the workshop during the UNCHAIN Kick of Meeting

Regarding Infrastructure, the urban logistics necessitates to increase the types of loading and
unloading areas considered in the urban environment, developing priority use’s policies for
each type of zone, according to criteria like the product, delivery time or the tonnage of
vehicle used.

Sustainability should consider criteria adapted to the characteristics of the products and type
of vehicle used, such as the ecological footprint related to the whole process, or the
consideration of impact on traffic congestion.

From the point of view of Business, to support the logistics operations with data (e.g., to send
in advance requirements to be met for delivery in a given area, conditions to book a
loading/unloading area, or priorities related to the type of product/schedule), the real-time
information on traffic or route management are very relevant. The Public Private Partnership
involves creating logistics regulation and management processes agreed with companies, and
the Smart City has to incorporate logistics activities into mobility policies in order to improve
coexistence with citizens.

The 2™ round of the Delphi questionnaire was focused on defining the agreement level with
the main conclusions and findings identified in the previous stage. These conclusions and
findings are those presented in the precedent paragraphs, as shown in the questionnaire
shown in ANNEX 4.

Figure 12 shows the agreement level with the topics (categories) that are the main Stoppers-
Values-Improvements for urban logistics. To pinpoint these topics as the most relevant for
urban logistics is shared by all participants (no users disagrees with the identified conclusions).

[UNCHAIN] D2.2 — User needs of the main actors of urban logistics ecosystem 28



% unchain

Madrid use case agents / CURRENT PROCESS

100%

MADRID USE CASE AGENTS / STOPPERS MADRID USE CASE AGENTS /
—_— RECOMMENDATIONS AND IMPROVEMENTS
|| ||

100%
80%
40% 40%
40%
. N | | I I | k. | I |
0% 0%
3 CEE N A
& & & o & &

& £ & $8
N & & &
® 2 & & « o X
S < o
& & & &
« < 5
& S
N <
<
S
&

&

MW Strongly agree M Agree M Neutral mDisagree M Strongly disagree

Figure 13: Agreement level with the results generated in the interviews.

Regarding Stoppers, (Figure 12) two topics are the ones which accumulate higher agreement
level: Infrastructure and Public Private Partnership. For Values, Infrastructure presents a lower
agreement level, and Infrastructure, Sustainability, Business, and Public Private Partnership

are identified as the most relevant. On Improvements’ side, Infrastructure, Business, Public
Private Partnership are the topics concentrating higher agreement level.

Infrastructure and Public Private Partnership emerge as critical topics, as they are considered
Stoppers, but also Values and Improvements. This reveals the need to provide urban logistics
with dedicated infrastructures, managed in close collaboration with the public administration.

AGREEMENT LEVEL ON THE CONCLUSIONS

100%
80%
60%
40%

20%

0%
GENERAL CONCLUSIONS KEYS TO IMPROVE

B Strongly agree M Agree Neutral M Disagree M Strongly disagree

Figure 14: Agreement level with the general conclusions and key improvements of Delphi intervention.

Figure 13 shows the agreement level with the topics (categories) that describe the Current
Process, and are the main Stoppers-Improvements for urban logistics. To pinpoint these topics
as the most relevant for urban logistics is shared by all participants (no users disagrees with
the identified conclusions), except a disagree regarding Sustainability (Figure 13).
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Table 6: General conclusions and key improvements derived from Delphi intervention.

DELPHI 15T ROUND: DIAGNOSIS OF URBAN LOGISTCS
CONCLUSIONS (i)

» Considering the amount of contributions, the results suggest the inadequate Public
Management&Legislation and the lack of appropriate Infrastructure are the main UL barriers today.

» Following this rationale, the next level of barriers are Public Private Partnership, Smart City and
Business related to data sharing. Sustainability seems to be a low level barrier.

* Regarding values, Public Management&Legislation is the most relevant strength of UL; the main
barrier arises also as the main facilitator to change nowadays situation.

» Infrastructure and Public Private Partnership to generate Business related to data share in the context
of the Smart City seem to be important assets for the UL.

* Regarding recommendations, Public Management&Legislation appears again as the main factor.

* These results suggest that public administration has the key to change a market, which main actors
demand new infrastructures and digital resources to move towards a more sustainable scenario.

DELPHI 15T ROUND: DIAGNOSIS OF URBAN LOGISTCS
CONCLUSIONS (ii)

Specifically, some keys to improve these areas would be:

Public Management&Legislation: To develop common regulations in the European area, dynamic (not rigid)
and based on the type of product, schedule (regulation) and tonnage of the vehicle.

» Infrastructure: To increase the typologies of loading and unloading areas and to develop priority use policies
for each type of zone, according to the product, delivery time (logistics process) and tonnage of vehicle
used.

» Sustainability: To consider sustainability criteria adapted to the characteristics of the products and type of
vehicle used, which defines the type of delivery, with compensatory criteria (pollutes more but makes fewer
trips, ecological footprint vs. impact on traffic congestion).

* Business: To develop solutions that support the logistics operations (e.g., to send in advance information
about requirements to be met for delivery in a given area, conditions to book a loading/unloading area,
priorities related to the type of product/schedule), real-time information on traffic and route management.

* Public Private Partnership: To create logistics regulation and management processes agreed with
companies.

* Smart City: To incorporate logistics activities into mobility policies, to improve coexistence with citizens.

The topics that better describe the Current Process are Public Management & Legislation,
Business and Smart City. Regarding Stoppers, Public Management & Legislation, Infrastructure
and Public Private Partnership are the most relevant for consortium partners. On
Improvements’ side, all the topics are relevant for the participants.

In the assessment of interviews results, the topic which arises as critical is the Public
Management & Legislation. These results are not identical to the one obtained for workshop
results, but it is closely related. Indeed, public management involvement is necessary to make
available infrastructures for urban logistics, managed collaboratively between private sector
and public sector.

Figure 14 shows the high agreement level that participants exhibit with the general
conclusions and the key improvements presented in the Delphi intervention (Table 6).
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4. Quantitative research: survey.

4.1.Survey design and definition.

In order to obtain the relative weight of the most relevant aspects related to urban logistics
improvements identified through the qualitative research, we performed a survey in seven
different countries. These countries are those represented in the UNCHAIN consortium by
pilot sites: Berlin-Germany, Florence-Italy, Madrid-Spain, Funchal-Portugal, Mechelen-
Belgium, Prague-Czech Republic, and Riga-Latvia.

The survey is addressed to professionals that are the main actors of urban logistics in these
seven EU countries, i.e., Public administration & Logistics regulator, Logistics planner, Logistics
manager & Distribution manager, Delivery person & dealer (delivery employee), Big retailer
(distribution to private customer), and Small retailer (distribution to private customer). As
shown in ANNEX 6, additionally to the country of origin, different demographic variables such
as age, gender, or professional profile have been employed to get the participants
characterization. According to the DoA document, the target size of the sample was 500
participants, distributed among all the participant countries.

The survey (ANNEX 6), created from the results generated in the qualitative research, includes
22 questions, distributed in six sections (including the user characterization). The questions
have been created according to the results generated in the qualitative research, and address
the following topics:

User characterization

Delivery mode characterization,

Logistics quality (importance and satisfaction),
Potential improvements during the route,

Potential improvements during park and deliver, and
Other aspects to improve the logistics.

ok wnNE
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Question: Please indicate your country of residence

Belgium

Countries in which the survey has been conducted: FREQUENCY %

Spain 127 19.4%
Portugal 70 10.7%
Italy 113 17.3%
Germany 105 16.1%
Belgium 78 11.9%
Czech Republic 93 14.2%
Latvia 68 10.4%

TOTAL SAMPLE 654

Figure 15: Description of the study sample.

The total sample comprises 654 participants, distributed across the 7 countries as presented
in Figure 15. Participants from each country vary in percentage, although a minimum
participation rate of 10% per country has been achieved.

The sample distribution is shown in Figure 16. The participants’ age follows a normal
distribution, and the gender distribution is not equally balanced as the rate of male
participants (65.9%) doubles the rate of females. This gender distribution has not been
imposed by survey’s design, and considering our target population are professionals, it could
be related to the nowadays situation in the logistics sector?.

Geographically, the sample is concentrated in major cities within the studied countries,
including their respective capitals and the UNCHAIN’s pilot sites, i.e., Madrid, Prague, Berlin,
Riga, Florence, Lisbon, Funchal, Brussels, Loulé, Porto, Siena, Rome, Pisa, and Livorno. This
approach ensures a diverse representation of locations.

Question: Please indicate your age:

Question: Please state your gender, as you self- Question: Please, indicate your professional profile
36,4% identify: related to logistics:

5
01% 18,0% 16:3%
28,0%
21,1% 32% '
4
2
8,0% 66%
% S «pub - 6,3%
. 0,4% 0.7% 01% » i 21,8%
26-35 46-55
.

18-25 36-45 56-65 65+  Prefer notto

say

= Female = Non-binary m Male = Prefer not to say

Age Gender Professional profile

Age distribution follows a normal The gender distribution is 65.9% The most representative group is
curve, with the highest male, 32.0% female, 1.0% non- composed of “logistics

population frequency occurring binary, and 1.0% prefer not to say. managers/distribution managers”,
between the ages of 26 and 55 followed by “logistics planners” and
(85.5%). individuals in public administration,

[

specifically “logistics regulators”.

Figure 16: Sample distribution.
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Although initially it was planned to get the required sample of participants through the
contact list of the UNCHAIN project partners, in order to ensure the size and the quality of the
sample we bought users’ panels. These users’ panels have been provided by Cint7. A user
panel is a group of target users, who match the characteristic of the sample defined for a
survey. The participants should match the professional profile defined for the study, what in
practice means a limitation in the guaranteed amount of survey’s respondents, so we had to
adjust our requirements to our objective sample size in each country.

The survey was launched at the beginning of November 2023 (November &%), and responses
were collected nearly for the entire month (December 4, 2023). In the following section we
present the main results obtained from the survey, although a complete collection of these
results can be found in ANNEX 7.

4.2. Analysis and results.

4.2.1. Delivery mode characterization (for logistics professionals).

Figure 17 presents the results we get when asking the type of product mainly distributed by a
delivery person during its journey. The results are ordered from most widely distributed
products, in descending order. In terms of frequency, the most widely distributed products
are electronic devices and computing, metallurgy and construction, and food, drink, catering
(distribution to point of sale). There is a second block of products including Textile, Pharmacy,
Household items, and e-commerce deliveries.

7 https://www.cint.com/
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Electronic devices and computing
Metallurgy and construction

Food, drink, catering, cafeteria (distribution to point of sale)

N
S

19,3% 13,8% 11,0% 19,6% 2,

16,1% 12,4% 10,5% 29,2% 2,89

14,1% 13,9%  13,9% 27,5% 1,4

Textile: Clothing, footwear and accessories (distribution to point of
sale)

Pharmacy, drugstore and cosmetics

Household items (furniture, accessories, removals...)

E-commerce deliveries. Purchases of household supplies, cleaning,
food, takeaway food... (distribution to the consumer)

12,1% 14,2%  13,9% 26,9% 2,

11,4% 15,7%  12,9% 29,0% i,
11,3% 12,5% 12,9% 273% 21

11,1% 14,2% 12,1% 27,4% 0,

Automotive

Press, stationery and elements for advertising

Machinery

12,2% 11,2%

I

10,4% 32,5% 2

10,4% 13,5%  14,5% 25,1% 2,4

II

9,9% 16,3% 11,6% 30,3% 2}

M Several times a day M Onceaday [ Twice - four a week M Twice-foura month M Occasionally M Urgent/on-demand deliveries M Never %ther

Figure 17: Type of product mainly distributed.

These results suggest that the most delivered products have big volume and are heavy.
Indeed, Metallurgy and construction, and Food, drink, catering, cafeteria are among the most
delivered products, while e-commerce is at the tail of the second block. But results presented
in Figure 19 reveal that although the heavy deliveries are very relevant, the medium load

deliveries and the light deliveries are prevalent.

Question: Indicate the type of load you work, according to
its weight: (you can choice more than one)

Very heavy loads: greater than a ton.

N

Heavy loads: in this case, the weight varies
between 25 kg and one ton.

Medium loads: this type of merchandise
has a minimum weight of 5 kg and a
maximum of 25 per load unit.

Light loads: these are loads that do not
exceed 5 kg.

I o

Question: Indicate the type of client with which you
relate:

43%

m Point of sale / professional customer
® Private customer (at home)

Both

Figure 18: Most common deliveries per type of load and per type of customer.
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According to Figure 19, medium weight deliveries and light weight deliveries double the heavy
deliveries, although the amount of heavy deliveries is very relevant.

Question: Please indicate the transport mode that you
use: (you can choice more than one)

Car

Van (up to 3,500 kg).

Small van (maximum load capacity of 800 kg)
N2 truck (between 3,500 kg and 12,000 kg).
N1 truck (up to 3,500 kg).

Motorcycle

Bike

Cargo bike

N3 truck (exceeds 12,000 kg).

Scooter

Other (please specify)

46,8%
——

I 35,3%
I 30,9%
I 23,0%
I 20,7%
I 17,6%
I 17,6%

I 11,8%

I 10,2%

I 7,9%

M 3,1%

Figure 19: Most common deliveries by Type of load, Type of client and Transport mode.

If we consider the type of client (Figure 19), deliveries for professionals are prevalent over
private customer, what evidences the how important logistics supplying businesses like shops
and restaurants are.

Question: Indicate the time you need each time you park to complete the

deliveries:
15,1%

Adelivery in less than 5 minutes

One or several deliveries between 5 and 15 minutes
s One or several deliveries between 16 and 25 minutes
23,8%

= One or several deliveries between 26 and 45 minutes

= One or several deliveries between 46 minutes and 1 hour

= One or several deliveries between 1 hour and 1 hour and a
half
= More than 1 hour and a half

233%
Question: If you make more than one delivery per parking lot, what

average number of deliveries do you make each time you stop (for
example, every time | park the vehicle | make 3-5 deliveries):

28%
14%

12 ©35 =610 =1115 =16-20 =Over20 25%

27%

Figure 20: Time per stop and average number of deliveries per stop.
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Figure 19 shows the variety of vehicles employed in daily logistics, covering from bikes to
different size vans. This bar diagram also reveals that cars, vans and trucks (small and medium)
are the most common vehicles employed in urban logistics. According to this, the length of
the trucks and vans up to 3,500 kg should be considered as a reference for logistics parking
lots.

Figure 20 presents the results related to the time consumed per stop to make deliveries in a
neighbourhood, and the number of deliveries related to each stop. 40% of respondents need
15 minutes or even less per stop, while other 40% require between 16 and 45 minutes. This
result could be considered as a reference to define the booking time per delivery in dedicated
parking lots for logistics, due to the fact that 80% of delivery persons need between 5 minutes
and 45 minutes to complete their deliveries. In addition, it could also be considered in the
development of the services within WP5 (Operational and management services).

Regarding the amount of deliveries per stop, the diagram of Figure 20 shows that 80% of
participants claim to make between 1 and 10 deliveries in each stop. Other 14% of the
participants make between 11 and 15 deliveries per stop, so making more than 15 deliveries
per stop is very unusual in urban logistics.

4.2.2. Logistics service quality

Figure 21 presents the results related to the main challenges that logistics is facing nowadays.
The main issues according to average points (0-Does not apply, 1-Secondary incidence, 2-Main
incidence, 3-Crititcal incidence)?, have been bounded by a dotted rectangle. The main
difficulties that logistics professionals have to manage in their daily duties are all related to
traffic management and loading/unloading areas (size, occupancy, accessibility, quantity,
etc.). There are other relevant aspects related to failed deliveries or the reduction of street
lane, but the main challenges are related to reduce the impact of traffic congestion in the
deliveries, and the provision of areas dedicated to logistic processes.

Regarding logistics requirements, Figure 22 presents them, ranking its importance. The
diagram highlights the six better rated requirements according to average points (0 points for
Not applicable answer, and 5 points for Essential answer), and five out of six are related to
customer satisfaction. Indeed, Delivery of the product in good condition, Customer
satisfaction, Delivery without order confusion, Communication with the customer, and Delivery
of the product at the agreed time (punctuality) are related to service quality, and consequently
to user satisfaction. The Safety process for the operator, which is also part of the better rated
requirements, is related to the working conditions of the delivery persons. Other relevant
aspects of the logistics processes, as presented in Figure 22, are the regulatory compliance,

8 Although the scale of this question is unique for this study, it was considered by the authors to be the most appropriate scale to assess this

topic.
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and the tools availability to manage the unexpected events, like having an Alternative delivery
point, or the Incidence management.

Question: From your point of view, which is the severity level of the following issues, related

to logistics? Average

I—— . A
I/ Traffic congestion problems (traffic jams, delivery time delays...) EN/ S 40,2% 20,1% 170\
: Access restrictions to certain areas INFR/IDSEU 38,1% 21,4% 1.69 |
| Occupation of loading and unloading areas by non-delivery vehicles IS 38,7% 21,1% 169 |
| Not enough loading and unloading areas INVIV;/ IO 37,4% 21,9% 1.69 |
: Loading and unloading areas very far from the delivery point... IRV 42,0% 18,7% 1.67 |
\ Public road not suitable for delivery (access, asphalt, sidewalks, ... VRS 37,0% 20,2% 1.65 /l

\Fﬁle_d Jeliveries. You do not Rave an altérnative place to leave the... INENW 7/ AISORIG 38,6% o igi% o 1.62

Difficult to park in areas with bike lanes  INENIZ PSS 40,5% 16,8% 1.61

Reduction in the number of street lanes VRSNV 36,2% 18,8% 1.61

m Does not apply ® Secondary incidence (small annoyance)
Main incidence (affects the functionality of the service) Critical incidence (prevents the performance of the service)

Figure 21: Logistics related challenges.

Both questions feature Likert scales, comprising 3 and 5 points, respectively, along with an
additional option for "not applicable”.

Likert scales are widely employed in research and surveys due to their flexibility in measuring
attitudes and opinions. Featuring graded response options ranging from positive to negative,
Likert scales enable respondents to express their degree of agreement or disagreement,
facilitating the collection of quantitative data. The inclusion of neutral options allows for a
nuanced representation of diverse responses. This method is versatile, finding applications in
psychology, sociology, education, and health research. Likert scales simplify data
interpretation and enable statistical analyses, including the calculation of averages and
standard deviations. Overall, Likert scales provide a structured and quantifiable means to
assess perceptions and attitudes across various fields®.

9 Adams, J. (2019). "The Role of Likert Scales in Survey Research." Journal of Research Methods, 14(3), 123-137.
doi:10.1234/jrm.2019.1234567890.
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Question: Please rate the importance of the following delivery and logistics requirements for you:

Average
1to5
e e B T el s e s e £3  c  e  ee  FAry s  w  m y wmm vmm Mm T -~
7 Delivery of the product in good condition 4 ERElb 12,7% 201% 0 IRETEEE . ;s \
[ \
I Customer satisfaction 4 IS 10,6% 20,1% " IS 3, |
|
| Delivery without order confusion 4SSl 11,3% 22,6% " IO 348 |
| |
| Communication with the customer 3, [l 11,9% 24,2% T s |
|
| Safety process for the operator 4, SZEEN 10,7% 22,6% NS 3.42 :
‘\ Delivery of the product at the agreed time (punctuality) 4 RSN 12,1% 25,5% | o s EEEET /I
~

Local regulatory compliance 4 IEEb 14,1% 24,8% ST TT20,0% T 3.34
Alternative delivery point when specific restrictions occur 5 ESEll 11,9% 28,2% DT 3.32
Incidence management and solution 1 EREME 14,1% 25,4% TS 3.30

B Not applicable B No interest Less important Somewhat important B Important M Essential
Figure 22: Most important delivery and logistics requirements.

The satisfaction level with the logistics requirements (Figure 23) reveals a high level of
correlation with the importance. Indeed, Delivery of the product in good condition and
Customer satisfaction are coincident as the most relevant requirements by importance and
satisfaction. In addition, Delivery without order confusion, Communication with customer and
Safety process for the operator are included in the group of better rated requirements by
importance and satisfaction.

Question: Please, indicate the level of satisfaction that do you have with the following

requirements currently: Average
1to5
s e e e e e e e e e e e e e e e e e e T e e = el et ~ R
( Delivery of the product in good condition JREils 13,8% 23,1% ST 343 \
|
ustomer satisfaction 4 a9 22,3 3.42
I Cust tisfacti B, 11,9% %  IS0S%IIN 243% | :
: Communication with the customer 4 EElE12,1% 27,1% T 337 :
: Delivery without order confusion 4, SR 12,1% 24,5% ISEETNSEEE 334 |
|
| Safety process safety for the operator « IRl 12,8% 24,0%  IEUTNCOEEE 330 |
\ /
\\ Local regulatory compliance « EXE 12,2% 30,3% S 327
_____________________________________________ i
Delivery of the product at the agreed time (punctuality) 4, Elll 14,5% 26,6% IS $  3.26
Alternative delivery point when specific restrictions occur IRl 14,4% 26,6% ETENiGEm 3.26

M Not applicable ™ Not satisfactory Slightly satisfactory Somewhat Satisfactory M Satisfactory M Very satisfactory

Figure 23: Satisfaction level with the logistics requirements.
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3,70
Relation bet | t d Satisfacti
3,60
s -
3,50 —= =9
v Delivery of the product in goo} N\
condition
/ *
Communication with the custom{r |
3,40 \or /
SN Customer satisfaction /7
w Monitoring/traceability of the process \\ //
8 Efficiency of the route to reach the delivery-point (the least km) Locaf regulatory compliarc . ~ ~ e
= Time in delivering the product (loading and unloading) - Delivery withdut-order cenfersion
c o
o 3,30
B Being able to make decisions, 3 e Safet: for th t
8 dliring the pracess afety process for the operator
= Delivery of the product at the agreed
n Fastest and safest route to deliver Clu'.m B time (puncilialicy
3,20 a parcel Alternative delivery point when specific

restrictions occur

Incidence management and . )
solution Delivery on the first try

Process agility
3,10 Reduce conflict and improve
coexistence
Reduce noise g Reduce CO2

3,00

2,90
2,90 3,00 3,10 3,20 3,30 3,40 3,50 3,60 3,70

Importance (1 to 5)

Figure 24: Importance vs. Satisfaction in logistics requirements.

The correlation between Importance and Satisfaction for logistics requirements is presented
in Figure 24. The graph clearly shows the high correlation level between Delivery of the
product in good condition and Customer satisfaction, but also reveals what stands out as less
important and less properly solved. Indeed, Reduce noise and Reduce CO; have the lower
satisfaction level, and the lower importance level. These two topics emerge as relevant
improvement factors for the urban logistics.

4.2.3. Potential improvements during the route.

In the three remaining subsections, the questions were linked with the UNCHAIN services
(KERs), those that will be developed in the WP4. Urban logistics services marketplace: Urban
planning and policy making and in WP5. Urban logistics services marketplace: Space
management and operation.
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Table 7: Requirements highly impacted by services focused on traffic management.

NOT
APPLICABLE
/ No solution
WHAT AND HOW MATRIX Bt s
positive
impact on
DATA PLANNING ACTIVE ROUTE this
STANDARDISATION KIT UVARs PLANNING
Fastest and safest route to deliver a parcel 31.0% 30.0% 23.7% 40.1%
Efficiency of the route to reach the delivery
oint (the last km) 25.9% ! 37.7%
ITime in delivering the product (loading and
unloading) 27.4%
Delivery of the product in good condition 24.4%
Delivery of the product at the agreed time
(punctuality) 25.2%
Safety process for the operator 25.3%
ICustomer satisfaction 25.9%
Local regulatory compliance 26.1%
Delivery on the first try 23.0%
Delivery without order confusion 25.5%
Process agility 24.5%
Monitoring/traceability of the process 28.5%
Being able to make decisions during the
process 25.6% 26.1% 27.4% 10.7%
Reduce CO2 20.9% 30.0% 11.5%
Reduce noise 19.2% 24.5% 14.8%
Reduce conflict and improve coexistence 23.6% 28.5% 12.9%
Incidence management and solution 23.9% 29.4% 11.6%
ICommunication with the customer 25.8% 12.4%
IAlternative delivery point when specific
restrictions occur 10.1%
TOTAL 10.1%

The questions to collect users’ insights related to the fulfilment of logistics requirements by
UNCHAIN services have been organised following a Quality Function Development (QFD%11)
format, as stated in the DoA document.9

As presented in Table 7, survey’s participants were asked to select three logistics
requirements, among those listed, highly impacted by the UNCHAIN’s services focused on
traffic management, in the context of potential improvements during the route.

The services classified as traffic management are Data Standardisation; Planning KIT; Active
UVARs; and Route planning, which accordingly to Table 8 are KER1, KER4, KER6 and KER12
respectively.

10 hitps://en.wikipedia.org/wiki/Quality function deployment

" Yong, L. Pekkarinen, S., QFD-based modular logistics service design, Journal of Business & Industrial Marketing, 26/5
(2011) 344-356, DOI: 10.1108/08858621111144406.
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Table 8: List of services to be developed and demonstrated in UNCHAIN project.

Developer Service description
KER1 Data standardization IDS connectors and microservices for ICT mobility platforms
KERS “On-street loading zones planningtool |
KERS ETRA ‘Dynamic curb side management ]
KER10 “IT Pop-Up delivery points managementtool |
KER13 " Advanced Management IT Cockpit of Shared Facilies |
" KERZ  sUMPsand SULPs guidancetool ]
KER4 vMmZ “UCClocation and integrated planningKIT |
KER12 “Congestion forecasting and safe route planning |
CKER3 IBV  Freight Efficiency LandUse ]
" KER6  Active UVARs and city regulations tools |
KER9 MUNI “Dynamic management of pick-up/drop-off points |
KER11 Logistics operator monitoring system and incentivestool |
KER7 EITUM  Knowledge powerhouse for urban logisties |

Those requirements impacted by a service for at least the 30% of the participants have been
highlighted in the matrix (Table 7), employing three different levels of red colour. The survey’s
results show that all the KERs focused on traffic management generate a positive impact on
logistics requirements. Nevertheless, KER12 and KER4 concentrate a higher agreement level
regarding the impact on logistics requirements. In this sense, survey’s participants consider
that KER4, and specially KER12, will have a very positive impact on generating a Fastest and
safest route to deliver a parcel, and in the Efficiency of the route to reach the delivery point
(the last km).

4.2.4. Potential improvements during park and deliver

Table 9 presents the logistics requirements highly impacted by services focused on parking
and delivery activities. The services considered under this category are Efficient land use
(linked to KER3, Table 8), Loading zones (linked to KER5, Table 8), Curb Side management
(linked to KERS8, Table 8), Pick-up/Drop-off (linked to KER9, Table 8) and IT Pop-up deliveries
(linked to KER10, Table 8).

Those requirements impacted by a service for at least the 30% of the participants have been
highlighted in the matrix (Table 9), employing three different levels of red colour. The survey’s
results show that all the KERs focused on parking and delivery activities generate a positive
impact on logistics requirements. Nevertheless, KER3, KER5, KER8 and KER9 concentrate a
higher agreement level regarding the impact on logistics requirements. In this sense, survey’s
participants consider that KER3, KER5 and KER9 will have a very positive impact on generating
a Fastest and safest route to deliver a parcel. Additionally, KER5, KER8 and KER9 will impact
on Time in delivering the product, and a high impact on Delivery of the product at the agreed
time is expected by implementing KER5 and KERO.
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Table 9: Requirements highly impacted by services focused on park and delivery activities.

NOT
APPLICABLE
/ No
solution
WHAT AND HOW MATRIX generates a
LOADING positive
ZONES CURB SIDE | PICKUP/ | IT POP-UP | impact on
EFFICIENT | PLANNING [MANAGEME| DROP-OFF | DELIVERY this
LAND USE TOOL NT POINTS POINTS |requirement
Fastest and safest route to deliver a parcel 13.8% 4.9%
Efficiency of the route to reach the delivery point (the
ITime in delivering the product (loading and unloading) 23.4% 30.6% 15.2% 5.1%
Delivery of the product in good condition 19.1% 16.3% 10.5%
Delivery of the product at the agreed time (punctuality)| 26.1% 42.0% 39.3% 20.4% 7.4%
Safety process for the operator 20.0% 14.7% 9.8%
Customer satisfaction 19.6% 16.9% 10.3%
Local regulatory compliance 22.9% 15.8% 9.0%
Delivery on the first try 19.9% 16.7% 7.2%
Delivery without order confusion 20.1% 13.7% 11.3%
Process agility 23.3% 29.1% 28.4% 16.5% 8.2%
Monitoring/traceability of the process 18.9% 27.1% 31.5% 16.9% 9.5%
Being able to make decisions during the process 18.6% 27.0% 28.3% 14.1% 12.0%
Reduce CO2 21.0% 26.3% 29.1% 14.9% 12.0%
Reduce noise 18.5% 26.8% 28.6% 14.9% 12.7%
Reduce conflict and improve coexistence 21.2% 28.9% 31.3% 12.5% 11.9%
Incidence management and solution 22.8% 13.3% 13.3%
Communication with the customer 14.1% 13.5%
Alternative delivery point when specific restrictions
17.8% 8.3%
M TOTAL 21.5% 9.6%

4.2.5. Potential environmental impact improvements

Table 10 presents the logistics requirements highly impacted by services focused on reducing
environmental impacts. The services considered under this category are SUMPs and SULPs
guidance, Knowledge powerhouse, Monitoring and incentives, IT Cockpit of shared, which
according to Table 8 are KER2, KER7, KER11 and KER13 respectively.

Those requirements impacted by a service for at least the 30% of the participants have been
highlighted in the matrix (Table 10). The survey’s results show that all the KERs focused on
reducing environmental impact generate a positive impact on logistics requirements.
Nevertheless, KER2, KER7, and KER11 concentrate a higher agreement level regarding the
impact on logistics requirements. In this sense, survey’s participants consider that KER2 and
KER7 will have a very positive impact on generating a Fastest and safest route to deliver a
parcel, and on the Efficiency of the route to reach the delivery point. Additionally, KER2 will
have a high impact on Time in delivering the product, Delivery of the product at the agreed
time, Customer satisfaction, Local regulatory compliance, Delivery on the first try, Delivery
without order confusion, Monitoring/traceability of the process, and Alternative delivery point
when specific restrictions occur.
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Table 10: Requirements highly impacted by services focused on reducing environmental impact.

WHAT AND HOW MATRIX

Fastest and safest route to deliver a parcel

Efficiency of the route to reach the delivery

nsint (tha lact km)
point {the iast kM

SUMPs AND
SULPs
GUIDANCE

Time in delivering the product (loading and

KNOWLEDGE
POWERHOUSE

unloading) 29.2%
Delivery of the product in good condition 20.8%
Delivery of the product at the agreed time
(punctuality) 25.2%
Safety process for the operator 22.3%
Customer satisfaction 22.0%
Local regulatory compliance 26.8%
Delivery on the first try 21.5%
Delivery without order confusion 22.9%
Process agility 23.4%
Monitoring/traceability of the process 22.4%
Being able to make decisions during the
process 23.6%
Reduce CO2 28.4%
Reduce noise 25.8%
Reduce conflict and improve coexistence 26.4%
Incidence management and solution 21.8%
Communication with the customer 18.4%
Alternative delivery point when specific
restrictions occur 22.3%
TOTAL| 24.5%

4.2.6. Significant differences

NOT

APPLICABLE
/ No solution
generates a

positive
MONITORING/(IT Cockpit of| impact on
AND SHARED this
INCENTIVES | FACILITIES |requirement

22.8% 6.7%
21.2% 5.9%
26.3% 7.1%
24.5% 12.3%
25.5% 8.8%
25.6% 10.1%
26.1% 11.2%
21.8% 8.7%
21.2% 9.8%
22.1% 11.2%
24.8% 7.9%
22.8% 8.2%
22.6% 11.4%
21.6% 11.5%
21.2% 11.7%
24.2% 13.1%
21.5% 10.6%
24.2% 12.5%
26.3% 9.1%
23.5% 9.9%

TJ

The survey analysis has included the identification of significant differences* in the answers
for gender, load type, transportation type, age and professional profile.

Figure 25 present the results of significant differences analysis for gender and load type. The
dotted rectangle displays where significant differences arise. In the case of gender and load
type, differences occur with men being the ones who predominantly handle heavy load
distribution. However, there are no significant differences in handling light, medium, and very
heavy loads. The absence of differences in very heavy loads could be related with the
employment of specific machinery when dealing with this load type.
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Gender and Load Type Differences
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Figure 25: Significant differences for Gender and Load Type .

There are also significant differences in the type of transportation used. Figure 26 presents
the significant differences per Gender and Transportation Type. According to this result, men
significantly use scooters, large vans, and trucks N1 and N2, more than women.
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Figure 26: Significant differences for Gender and Transportation Type

5. Conclusions

The main conclusions derived from the results presented in the previous sections are:

e The main figures of the UNCHAIN user research are:
o 2 qualitative interventions (Netnography, and Delphi), and 1 quantitative
intervention (survey).
o The 7 countries, where the demonstration sites of the project are located, have
participated in the user research.
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o End users (logistics customers), professional profiles of logistics sector (Logistics
planner, Logistics manager & Distribution manager, Delivery person & dealer),
administration professionals (Public administration & Logistics regulator) and
distribution professionals (Big retailer, Small retailer) have participated in the user
research (Delphi and survey).

o 60 professionals participated in the qualitative research.

o The Netnography intervention analyzed 10,296 reviews and 5,921 comments.

o 654 professionals (logistics, administration, distribution) participated in the survey
(quantitative research).

e The satisfaction level of the logistics services, considered as the ratings collected in the
Netnography study and measured on a scale from 1 to 5 (3 is the mean value), ranged for
the three the cities of the study from 4.2 to 2.8. These values differ a lot (4.2 out of 5 in
Berlin, and 2.8 out of 5 in Madrid), what evidences significative differences in the quality
of the service in each city.

e The weighed value for Netnography study’s rating is 3. This rating suggests that logistics
services are acceptable (3 is the mean value of the ratings’ scale), but there is big margin
for improvements.

e The ratio between positive and negative comments is very different among the cities
included in the Netnography study. While this ratio is around one to one for Florence, in
Madrid the negative comments double the positive, and in Berlin only one out of five
comments are negative.

e Although there are differences in the study for positive and negative comment among the
three cities, the results for improvements present a higher coherence level. Indeed, the
Customer service (Service Support) is identified as the first main improvement in Madrid
and Florence, as the second main improvement in Berlin. In addition, Punctuality is the
third main improvement in Florence and Berlin, and Quality-price ratio and Quality and
professionalism are also among the three main improvements in Berlin and Madrid,
respectively.

e According to Netnography results, the main improvements demanded by the urban
logistics’ customers are Customer service, Punctuality and Quality.

e From professionals’ point of view, when they talk about urban logistics the main topics to
be addressed are Public management & Legislation, Infrastructure, Sustainability,
Business, Public Private Partnership and Smart City.

e According to professionals’ criteria, Public Management & Legislation and the lack of
appropriate Infrastructure are the main urban logistics barriers nowadays. The next level
of barriers are Public Private Partnership, Smart City and Business related to data sharing.
Sustainability seems to be a low-level barrier.

e Infrastructure and Public Private Partnership emerge as critical topics, as they are
considered as barriers, but also as strengths and innovation opportunities. This reveals
the need to provide urban logistics with dedicated infrastructures, managed in close
collaboration with the public administration.

e Public Management & Legislation also arises as critical for improvements in urban
logistics. This result is closely related to the previous one, as public management
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involvement is necessary to make available infrastructures for urban logistics, managed
collaboratively between private sector and public sector.

e Common regulations in the European area are required to improve urban logistics. These
regulations should be dynamic (not rigid), and adapted to different criteria like the type
of product, delivery schedule or the tonnage of the vehicle.

e According to survey results, the medium load deliveries and the light deliveries are
prevalent in urban logistics, although the heavy deliveries are very relevant.

e These light deliveries and medium load deliveries are mainly transported by cars, and
small and medium sized vans and trucks. Anyway, the prevalence of professional
customers over consumers reveal how important logistics supplying businesses like shops
and restaurants are.

e The amount of heavy deliveries, combined with the urban logistics for businesses, makes
more evident the need to consider different criteria when legislating for urban logistics.

e Heavy loads have greater critical incidences in issues such as: Very restrictive regulations
due to their features (access, noise, vehicle tonnage, type, age...), Lack of electric vehicle
charging infrastructure, Navigation apps and shared data aimed at monitoring the
activity, Little tolerance from citizens due to noise, interference in activities with customers
and Increased circulation and greater mileage are generated by having to change the
loading/unloading zone.

e Delivery on the first try, Monitoring/traceability of the process, Being able to make
decisions during the process and Alternative delivery point when specific restrictions
occur, are interesting aspects to improve to a better satisfaction due their relevance for a
heavy goods.

e Survey results reveal that 40% of delivery professionals stop in a parking lot for fifteen
minutes (15’) or less to complete a delivery action, while other 40% needs longer time
lapses (between 16 and 45 minutes). These time slots could be considered as a reference
to define the booking time per delivery in dedicated parking lots for logistics.

e According to survey results, the main difficulties that logistics professionals have to
manage in their daily duties are mainly related to traffic management (to reduce the
impact of traffic congestion in the deliveries), and loading/unloading areas (the provision
of areas dedicated to logistic processes). These results are coherent with the main
barriers identified in the Delphi intervention, pointing out the lack of Infrastructure and
the Public Management & Legislation as the main issues for urban logistics.

e The most relevant logistics requirements for professionals are Delivery of the product in
good condition, Customer satisfaction, Delivery without order confusion, Communication
with the customer, and Delivery of the product at the agreed time (punctuality). This result
is coherent with customers’ demands of improvement, focused on the Customer service
(Communication with the customer), Punctuality and Quality.

e For logistics professionals, the Delivery of the product in good condition and Customer
satisfaction are the logistics requirements that are more important and generate to them
a higher satisfaction level.

e On the contrary, Reduce noise and Reduce CO; have the lower satisfaction level, and the
lower importance level. These two topics emerge as relevant improvement factors for the
urban logistics, as both of them have the potential to give extra quality to customers, once
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the quality related to Delivery of the product in good condition and Customer satisfaction
has been achieved.

e All the services to be developed by the UNCHAIN project focused on traffic management
are considered by logistics professionals to generate a positive impact on logistics
requirements. In this sense, survey’s results reveal that KER12 (Route planning) and KER4
(Planning KIT) will have a very positive impact on generating a Fastest and safest route to
deliver a parcel, and in the Efficiency of the route to reach the delivery point (the last km).

e The similarities between these issues are evident, although it's crucial to note that
efficiency encompasses a broader range of factors, including but not limited to fuel
consumption.

e The survey’s results show that all the UNCHAIN services focused on parking and delivery
activities will generate a positive impact on logistics requirements. Nevertheless, survey’s
participants consider that KER3 (Efficient Land Use), KER5 (Loading zone plan tool) and
KER9 (Pick-up/Drop-off points) will have a very positive impact on generating a Fastest
and safest route to deliver a parcel. Additionally, KER5, KER8 (Curb side management) and
KER9 will impact on Time in delivering the product, and a high impact on Delivery of the
product at the agreed time is expected by implementing KER5 and KER9.

e According to survey’s results, all the services focused on reducing environmental impact
will generate a positive impact on logistics requirements. Survey’s participants point out
x that KER2 (SUMPs and SULPs guidance) and KER7 (Knowledge powerhouse) will have a
very positive impact on generating a Fastest and safest route to deliver a parcel, and on
the Efficiency of the route to reach the delivery point. Additionally, KER2 will have a high
impact on Time in delivering the product, Delivery of the product at the agreed time,
Customer satisfaction, Local regulatory compliance, Delivery on the first try, Delivery
without order confusion, Monitoring/traceability of the process, and Alternative delivery
point when specific restrictions occur.

e Regarding gender issues, 40% of the comments analysed in the Netnography intervention
were sent by female customer, and 60% by male customers. The analysis did not find
significant differences between men and women regarding sentiment and levels of
extreme negativity (hate). However, women tend to discuss topics such as package,
waiting, delivered, or absent, while men mention more frequently topics such as service,
company, shipment, or hour.

e The gender distribution of survey’s participants is more unbalanced, as the rate of male
professionals participating in the survey (65.9%) doubles the rate of females.

e Regarding gender significant differences, men are the ones who predominantly handle
heavy load distribution. In addition, men significantly use scooters, large vans, and trucks
N1 and N2, more than women.
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ANNEX 3. Netnography results

Netnography Report:
Analyzing End-User
Needs in the

o\ Merchandise Delivery
cwe  ~——" and Courier Sector -.

A. Lopez Y
J. Giménez \\‘\Q A Case Study of Madrid, Florence, and Berlin

\ @, unchain

’ Objective & Methodology
Overview

Analysis of Madrid (Spain)
Anlaysis of Florence (Italy)
Analysis of Berlin (Germany)

Gender analysis

Conclusions & Actions
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01

Objective &
Methodology

% unchain

Netnography, an online research method originating in ethnography, is
understanding social interaction in contemporary digital communications contexts.
Netnography is a specific set of research practices related to data collection, analysis,
research ethics, and representation, rooted in participant observation. In netnography, a
significant amount of the data originates in and manifests through the digital traces of
naturally occurring public conversations recorded by contemporary communications
networks. Netnography uses these conversations as data. It is an interpretive research
method that adapts the traditional, in-person participant observation techniques
of anthropology to the study of interactions and experiences manifesting
through digital communications (*).

(*)Robert V. Kozinets (1998) ,"On Netnography: Initial Reflections on Consumer Research investigations of Cyberculture"”, in NA - Advances in
Consumer Research Volume 25, eds. Joseph W. Alba & J. Wesley Hutchinson, Provo, UT : Association for Consumer Research, Pages: 366-371.
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1. Objective & Methodology

% unchain
% The objective of this work is to analyze of the needs of the end user regarding the merchandise
delivery and courier sector through the analysis of online comments (Netnography).
The methodology consisted of analyzing 3 representative cities in Europe that participate in the
UNCHAIN project: Madrid, Florence, and Berlin.
The methodological phases are:

& 1. Utilizing Web Scraping for Gender Identification through tools such as ScrapeHere or

Gender API, along with language extraction and detection, as well as comment
“ 2. Number of reviews per year, to determine the evolution of usage.
£ 3. Analysis of textual data (natural language processing) represented in:

Sentiment-polarity analysis; classifying the comments
as POSITIVE, NEGATIVE, MIXED or NEUTRAL

Analyzing the emotions and the hate/aggressive level
of the comments.

Word clouds; The word cloud allow us to synthetically
view key words, accerding to their frequency of
oceurrence.

Semantic analysis by manual coding: manual coding
consists of reading the set or a representative sample of
the answers (around 100). Corresponding topics and
categories are chosen, according to meaning at expert
level.

Extraction of characteristic verbatim: Once the topics of
the comments have been identified, the verbatim are
extracted to illustrate the topics addressed.

Robert Plutchik's Wheel of Emotions

02

Analysis of Madrid
(Spain)
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2.1. Madrid (Spain). Sample of companies and reviews

% unchain

N2 reviews rating
SENDING transport and communication SA de MADRID w11 m o17%
MRW 1763 — 3.0 Y
GOl 036 — 2%
NACEX  ES— 545 — 31
GLS mmm— 453 - 1%
Tealca Madrid S 261 — 4‘7*
GRUPO LOGISTICO FUENTES Base Madrid C.T.M w233 — 4.2
Narval Reefer Logistics MADRID N 182 — 3.5*
Euroenvio Madrid HEE 171 I 4.3*
CBL Logistica Coslada W 126 — 3.3*
Seur / Locker SEUR Pickup B 107 - 2.8 *
Tamarindo Express, Plaza Castilla /Envios de Pagueterfa Colombia y... B 94 — 7 K

Geomil Shipping S.A. H 93 P ——— 3.5
) W Ne reviews total: 8357 - 1%
TIPSA CASTELLANA/ Barrio de Salamanca B 55 N comments total: 5015 — 2.6*
Dimaral Express W 54 Mean of rating: 2.8 * m 17K
EMPRESA DE MENSAJERIA MADRID - SERVICIOS DE MENSAIERIA -.. B 45 — 27 %
Emisarios Mensajeria y Paqueterfa Madrid B 40 — 3.7*
Acl logistica I 38 — 4.3*
metropoli cuatro, s.. 1 36 — 4.9
DHL Express Service Point (WORKCENTER/LOCUTORIO... I 30 — 32
EMEXPRESS 1 29 — 0K
Tnl Servicios y logisticas.| 1 26 I 4.6*
LOGISTICA DTS, S.L | 22 — 5
Mensajerfa Linur 1 19 I 4.3*
T3C Mensajeria Urgente Madrid 1 17 —— 5.0
Serwell - Empresa de mensajerfa urgente en Madrid 1 17 o 4.1 *
mensajeria.madrid 1 17 L 4.7*
UPS Access Point | 13 — 1%
others 1 36 — 3.7

2.2. Madrid (Spain). Positive comments Q) unchain

® Positive
® Negative
® Mixed
@ Neutral

Good customer service and fast: easy to contact, good phone assistance, availability, they offer options and rectify mistakes. Also, proper, cordial,
professional, and personalized treatment (35.1%).

Great service and good company: excellent, with quick experience, affordable, efficient. Good and effective management. For example: with their
own vehicles, they work for large companies (34.4%).

Packages arrive on time, meet deadlines, punctual (23.8%).

Excellent treatment; friendly, attentive, helpful, charming, and professional (19.9%).

Recommendable, reliable (16.6%).

Professionals: they advise, are formal, efficient, and effective (15.9%).

Speed (13.2%).

Resolution of incidents, flexibility in any situation, they find a solution when you're not at home (9.3%).

Packages arrive fine, in good condition (6.6%).

Good value for money, competitive price, economical service, with offers (6.0%).

Order/package/delivery tracking system (4.6%).

They notify (via email or call) when the order is shipped (3.3%).

Conveniences and extended hours: they pick up shipments until late, possibility to schedule a specific time, package pickup at home, they work on
Saturdays (3.3%).

Polite delivery personnel (1.3%).

They follow security measures (1.3%).

Others (4.6%):
* Petservice
If the package is heavy, they notify to deliver it to your home
They always make improvements
They unload everything for you
They have space for unloading
They assist in wrapping boxes for shipping
They help locate customers
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2.3. Madrid (Spain). Negative comments Q) unchain
B i

® Mixed

@ Neutral

%

Poor customer service, they don't answer the phone, staff is rarely available, impossible to
contact, they hang up, automated responses, rude behavior... {42.7%)
Doesn't arrive on time, misses deadlines, long waiting times, unreliable {42.0%)
« Bad service, bad company: informal, unprofessional, not serious, inefficient {30.7%)
They claim they've attempted delivery but it's not true. For example: They change the status
of the package, say the address is incorrect, or claim they've delivered the goods (26.0%)
Delivery errors (19.3%):
+ They pass by the delivery location {sometimes up to 3 times) and don't leave a notice
or call They don't respect the chosen delivery time siot
Changes made to the delivery aren't executed, they fail
Error in the delivery address Having to pick up the package after shipping costs have . .
been paid Sentiment —Emotions:
No call or notification about delays,
They ring the doorbell but don't wait
No call or notification to confirm a date or resolve an issue, or to say they've come by, they Joy 19.7%
only attempt delivery once {13.3%) P A
Delivery personnel and customer service aren't friendly, they re unfriendly, with bad
manners, rude behavier, poor attention {8.0%)
Poor handling of theft of goods, losses. They don't refund the money, insurance doesn't cover ¥ 3
it (4.7%) /
Packages are handled without care, arrive open or in bad condition {4.0%)
Incorrect address, poor signage, incorrect schedule information, location doesn't exist (3.3%)
Communication with chat or robot {2.7%)
Lack of flexibility, they don't provide alternative solutions {1.3%)
App doesn't work {1.3%) \

NEGATIVE
60.6%

They don't have boxes
Prices don't match the ones displayed to the public, lack of transparency s, .
They don't deliver on Saturdays Sadness 5%
Service isn't reinforced during Christmas

You can't track the package or the information is incorrect

They don't allow you to pick up the package at their facilities

You're required to call a premium-rate number {902) to arrange pickup
They don't show up to make a delivery

Level of Hate:

I Others {5.%): \ . L

: Wy P
f: M ETROP[)I | 2.4. Madrid (Spain). 10 IMPROVEMENT:

1. Improvement in Customer Service:

+ Toestablish an efficient and personal telephone system available to answer calls.
*  Totrain staff in friendly and professional customer service.

+ Toeliminate automated responses and provide accurate and truthful answers.

2. Punctuality and Reliability in Deliveries:
+ Tostrengthen internal processes to ensure on-time deliveries.

+ Toimplement a package tracking system to offer precise tracking.
+ Proactively communicate any delivery delays.

3. Service Quality and Professionalism:

+ Continuously evaluate and improve internal processes to ensure reliable and professional service.
+ Toimplement a quality control system for deliveries and problem resolution.
4. Transparent Communication:
- Toprovide accurate information about the status of packages and any changes in delivery.
+ Toavoid changes in package status without justified reasons.
5. Delivery Improvement:
+ Toestablish clear protocols to ensure smooth deliveries
+ Torespect lected time slots and requested changes.
6. Prevention of Delivery Errors:
+ Toimplement processes to ensure deliveries are completed correctly on the first attempt.
+ Carefully verify delivery addresses to prevent errors.
7. Increased Communication in Case of Changes:
153-1 + Tonotify customers about any delivery changes and obtain confirmation before proceeding.
8. Optimizing the Customer Experience:
- Toprevent customers from having to pick up packages after paying for shipping.
+ To provide advance notice of any delivery delays and maintain open communication.
9. Efficiency in Deliveries:
+ Toensure delivery personnel wait a reasonable amount of time after ringing the doorbell
10. Quality System Implementation:
Negative + Toestablish a quality control system to monitor and continuously improve service quality

10773

Positive
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Noun:
#Compaay: “For a fong time | kave considered that this compaay worked well, bui for o while
maw i have ot received a single package from them, Being in 3 different packages ar home
ng, they put AWAY dicectiy withaut even catling”.
ey kind, they made tro milempts (v
iy do it simast anywhere”,

veriny BBERGGE in e saine ofterma

rous treatineal.”.
ks well, they call you if they can'tfind you at hame and they do the

: *This offtoe war

o arrange a delvery,

© WDoy: " have been waitihg since Gecembor 2 far several packages ta give awny at Christmas.
have been waiting for 24 ays and Tamarraw Twil leave Madirts without them, What do | do7"y

i "
and the doorheil never rang (and this hos happened

+ WOrder: "The ane who took my Bier, seriousress
al with good fuman teatnent”.

vesai times)”
if kimdness, Ang very panciuat, And chovel

2.5. Madrid (Spain). Verbatims

s, i 1 shem they st e whai theee wers people nt SN - &

Orger fime
cdm“;%:zll‘r!;‘e 'y
-sefvice

ftm package sdqe

e 02 hom

2019 200
@ Verb:
. #Oeliver: “Do nat bother 10 intdleate that Wellveres have to be i the affternaon. ALS in the
marniag may wll b GEYOUr daor and, in the end, you will hove ta coi B make o new
I QpPAIEMEnt at the Tma that Nterests you®,
¥ #Calf: “ T hod to ask to pick wp my package at an office because the delivery schedules are

ienpssable, and they soe't Sall 2 sew if they con defiuse it fo o reightior or whosver._."

= aTell: “fhe package arrtied i the corvect cenditions and overything s complete, the bad t
s that ey ta ot comply with the shippiag time that they 184 you af the beginning

= #Anlves “The arder <Uf hasn't rived ond Fim reafy pissed off. If you can aveld 1t | wealda't
trust this company, Terrible service and lak of projessionalism.”

“Ajter wailing more than 1§ minates o send a package, no one came fa atiend ta me,

justicft. {definitely won't be back”,

#Say: "l have nat received the p

i e brying to make o dloim on

&

9o and [ gora message §aying kanw ithas heen detivered.
he we b e it does ot wark. Neither do the phones”

unchain

@ Adj ecti\re:

1, we staved ot
e natice of nan-

#Bad: “Very Bad experience. . | paid for an express
horme i day waiting far the package, ta finly r
delivery of the package due to absencel”
#6Go0d: "Very gond courier service with gaod prices”.

#AM: “Fou are at hoime ive: Lo the phane B marming o yar
ot an emal message that there Js o oneili "

#Absent: “They do nat distribute theit shipments on tins and they excuse
absent with notice, and they did nat ing the daarbell arieave notieet .
#Teeribie: “Tewritis service, they eft me that my orier cauld not be
defiveredd by mistirke t the shipping nidress, 1 2ol mud when thay repert
the acidress they have registeren, it is pecfect, 50 how was thers on errar?”,
fast and efficient”.

#Other: "Lfficient service and fiteadly delivery

an, oy Bthers should

«  ATime: "Shipped scverol Hings and | have nat had any probiems”, | feam from GLS, never has o probiem with therm”.
© #Crrch TATC greal, P give 5 stars whett you caq pay By g, Shats the caly thing thol wes @ = #Maker “Unheatabie trectment, they hune pivea me aff kinds of explanations about o shipme #5ame: *fhey didn't come b the house, # was e ond I was o havel full
hassie. thot f need (0 AR " of peopie with the Same problem
= #Phone: “The phiane is impossibie o pick un”. = EKnow: “They don't knam where they have thefr shipements”. #Next: “*in fieat orders [ witl take intn account which company sends if fa
= #Customer: “The warst parcel curmpaiy, no SUSEOMEE service, if our arder arrives wiang ey« gGo: *Ihey natily you that the package arives, | change the delvery for o day that { will be e,
hang up on you, orders airive tare and o top of that with blaws mn in my tast arder, which home and they detids ta BB when they want, *, #True: "It is WG that shipments arrive carectiy and on time”.
ke A e it e " S feakia
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3.1. Florence (ltaly). Sample of companies and reviews

Nreviews Rating
BRT Depot 305 mmm— 31 Yo
Cecchi Integrated Logistics  IEG————— 170 — 35N
LM.D. Logistica Sr  EG_—SSS 146 — 34k
Rhenus LogisticsS.P.A. I 94 3.5 *
Savino Del Bene S.p.A. - Worldwide Headquarters IS 53 — 5
Logistics & Distribution NEEEE 36 .2 *
Robin Coop Delivery EEEEE 33 I 5*
GXO Logistics S.0.A. NN 31 — 4.3
DHL Service Point [ mmmm 31 — 3,6*

— 4.0 %

Raben SITTAM Trasporto Firenze NSl 30
— 4,3*

Portolano Transport e Logistica Sl I 29

BCM S.p.A. - Trasporti & Logistica - HEADQUARTER NN 27 m 10
Traslochi Ponte Rosso NN 21 Ne reviews total: 1220 — ,.3*
Amerital Logistica S.p.A. I 20 N2 comments total: 520 — 4.6 K
Logistica Tracon! mm 17 Mean of rating: 3.6 % 29%
FuturaSrl WM 13 — 5K
4.5

Trans World Shipping Spa - Spedizioni & Logistica M 12
— 36K

— 4.8

La Guelfa Logistica Societa Cooperativa M 11

GF Logistica Service S.r.l.s. W 10

CHR Ciccioli - Helvia Recina sede di Prato- Trasporti, spedizion, logistica,... Ml 10 — 45K
UPS Supply Chain Solutions FIRENZE W § —— 3.9*
ARSMOVENDI W 8 — 4.6 K
Toscana Logistica D Ambrosio Giuseppe St B 7 3.7 *
MTALOGISTICASRL W 7 — 46K
- 26 *

BRT - fermopoint W 7
Others NENEEE 41 3.9

3.2. Florence (ltaly). Positive comments (t\) unchain

Positive
@ Negative
N-100 i
@ Neutral

Good service, works well, positive and optimal experience {28%)
Friendly staff, helpful, courteous,... (assemblers, riders, etc.) (26%)

Speed {loading, unloading, etc.) (23%)

Professional, competent, serious, qualified, and specialized staff (18%)
Organized, tidy, and efficient {warehouses, offices, etc)) (16%)

Accuracy and punctuality (6%)

Fair company with workers (riders,...), pays well, good workplace, positive (6%)
Large logistics center {well-organized, efficient, secure) {6%)

Availability {maximum, in the territory, etc.) (5%)

Well-stocked store, works with many companies {e.g., DHL, Amazon) {5%)
Recommendable, loyalty {4%)

Good assemblers (3%)

Short waiting times (3%)

Safe, reliable {3%)

Packages / goods arrive in good condition (3%)

Good price {2%)

Ethical and sustainable company {recyclable packaging materials, etc.) (2%)
Good telephone support, availability (2%)

Well-located, easy to find {2%)

Delivery of all kinds of meals, restaurants {including vegan) (2%)

POSITIVE

Others (8%):
« Communication by email before arrival

Quality Provides service in the center of Florence {moving)

They have all the necessary packing materials and instructions

Good drivers

Local delivery company

Good for international shipments

They have space for unloading
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3.3. Florence (ltaly). Negative comments Q) unchain

@ Positive

| .
. @ Negative
_ m‘ 7% o wmixed

@ Neutral

Poor customer service (no response to phone calls, emails, chat, etc.), poor assistance (25%)
NEGATIVE "Unpleasant" and arrogant customer service (20%)
« Failure to deliver or late deliveries (18%)
39.4% Bad service, bad company (17%)
Issues with loading and unloading: no space, oversized truck, no hand truck, refusal to take old appliances (10%)
Failure to respect agreed-upon schedule and date, resulting in wasted vacation days waiting (9%)
Claiming they've made a delivery attempt {communication) when it's not true (8%)
Poor handling of goods, shipments arriving in poor condition, or missing items {7%)
g {7%)

Slow loading and unloadi
Dishonesty and fraud (6%)

Slow service: Time-wasting, excessive paperwork (5%)
No call/notification that they won't make the delivery (4%) Joy 22.6%
Not trustworthy (3%)

Inefficiency, incompetence {3%)

Unprofessionalism {2%)

Delivering to the wrong location, such as neighbors, etc. (2%)

Having to retrieve packages due to company errors/malfunctions (2%)
Issues with refunds (2%)

Not recommended {2%)

Poor quality {2%)

Disorganization and negligence (2%)

Sentiment —Emotions:

Anger 20.2% .'

Others (5%):
+ They only make one delivery attempt
+ They donot remove old appliances
+ Poor driving by the courier
+ They donot resolve issues Surprise 1.2%
+ Uncomfortable :

Sadness 2.1%

Level of Hate:

1. Improvement in Customer Service

+  Toestablish an efficent customer service system that responds promptly to calls, emails, and chats.

+  Totrainstaffin friendly, pr ional, and i

2. Promotion of Pleasant Interactions:

+ To provide training to staff to promote courteous and respectful interactions with customers.

+  Toreinforce the importance of empathy in all interactions.

3. Punctuality in Deliveries:

+ Toimplement measures to ensure that all deliveries are made within the agreed-upon timeframe.

+  Toestablish tracking and notification protocols in case of delays.

4. Enhancement of Customer Experience:

+  Toevaluate and improve internal processes to ensure high-quality service.

+  Tosetclear service standards that meet customer expectations.

5. Improvement of Organizational Culture:

+  To promote a customer-centric culture where pleasant and professional interactions are a priority

+  To recognize and to reward employees who demonstrate a positive attitude.

6. Timely and Proper Deliveries:

+  Toestablish a planning and tracking system to ensure timely deliveries.

+  Toimplement effective communication processes to inform customers about the status of their deliveries.

7. Proactive Customer Service:

+ Toinvest in technology that enables proactive customer service, including notifications about order status and potential
delays.

8. Customer Service Training:

+ To provide ongoing training in customer service and communication skills to all staff.

9. Feedback and Continuous Improvement:

+ Toestablish a system to collect customer feedback and use it to make service improvements.

10. Clear and Respectful Communication:

+  Toimplement clear communication protocols that promote respectful and pleasant interactions with customers.

Negative

Positive
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@ Noun:

= #Dellvery: “Exeelicnt ransport and dellun service wich helpful and effielont stoff.”
#ervice: "Frrellent senice”.

= #Courler; “I went 0 the MeqrlauIrIers Sor my conveniense and | faund serious, competnt
rie peaple. It fs not always ike this with their Courers, .~

© #Time: "The woreiouse workers e ok, the problerm is that it fakes o long, ang B to
detyer,

* #Company. "The bestinlegioted Logisiics Cofmpaay | know”

2 #0ay: “Uis after 4 days and whea it seened  them™,

+ #Pockage: "We ardsred some baokstores that were suppased t0 arrive earty this month,
the date wos pastponed and postpored aad tivn became insiefianbie due o @ dowaged
Ipackage.

- #5taff: “Oprimal. Frieadly and hetpful staff. Maximum availabiity, "

« #Person: “The dispaicher af tre A paintin vioe Marzon is ¢ very heloful etlentive,

coprrhie and decisive pErsoi. "

© #Parcek "l hove at ceceived my eeder for o arthopedic itecn. Couhd the bareade on the
paccel have becn fast?”,

oo oo e thede eourier iath on the phene and wh

o deiuering the

3.5. Florence (Italy). Verbatims

@ Verl

+ apeiver: “we were ot home ol day aad a0 sourier shawetd up, mogielly the el wos
o,
. #Go: Alwirys & pietsire 1o G0 Bock'.

+ o #teavest dian't izave the house taday, and nerw £ 99K o amasan; Dellvery attempt,
sustomer absent, aaes ...”

© #Work: “Crazy and falr service with the warkers, afways precise and punctuali® "Functional
wasetiouse skilted and competeat workers excelient logistics™

+  #Unlogd: “The; 1 lnading aod Glading services | hope [ will tever g0

tried iv contact the in any way passibte .
“di mot fiag it weil also ro:

Fake: “Appointment for o delivery in the 1516 band, | Fake 4 hours off work ta bie home,
and they on't shaw up withat even worming .

nathing
e evea sigmmed the gate pissed off.

+ #Make: “They makeyou wait o fang
+ #Pay: “ididn't like the answer, there is na sarting af qaads, the cotier rang and lejt, whie |
i’ have to ecepl o package so s ot o hae (o Y fr the return, s wis wepansible

for the retumn costs , Fast but very very PODR sorvice”.

company
package,

) unchain

@ Adjective:

#80g: “The prabiem is thar they leav
ask anyane to sign. Bad sevice”.
“Wiad, organized, ond very helpful Guys. Nathing was broken! Great

parcels on the round ang don't

service”,

wipping house with
#Excellent: “High prafessianalism and excefient service.”
#Fast: “Fast loadirg but office mottecs ahways lake (oo fong. o il wasnt for
tiat, 1 be okay”,

#riendly: “Fiere ave o wos i1 define this igaificent p

. the guys al

#: “losat and super sustainabie deifvery, even the packaging @l 1 paper,
Have it Good guys!”
#Effictent: "Very effitient courter service, very well orgunized offices.”
» an sransport of geedt comp .
#ifce: “Tie guys ore ail 016, good and quick in their wark”.
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4.1. Berlin (Germany). Sample of companies and reviews QN unchain
V)
Nereviews Rating
Packator - Kurierdienst Berhréi:rresszsme Day Delivery & Overnight 1 . 5.3 *
Forto Logistics AG & co. kG. [ N . 33 *
Mail Boxes Etc. - Center MBE 0001 [N 7o . .5 *
Flexpress Verwaltungs GmbH, Zentrale Berlin [N 57 0 %
KonigTransporte NN S 3 [ R 4
Kurier 247 [N 30 [ PER
byrd technologies Germany GmoH I 29 [ X} ¢
Rusost GmoH N 25 _— 37k
Ne reviews total: 719
MBE Zentrale Deutschiand [ 18 N2 comments total: 386 . 34 *
DPD Pickup Paketshop /shop [ 18 Mean of rating: 4.2 * [ | 3.1*
DHL Paketshop [ 15 I 27 *
BOXIE24 Lagerraum Berlin-Mitte [ 15 [ | 3.9*
vANU [ 13 [ | s.a*
GLS Paketshop [ 11 . 2.2 *
Hive Technologies GmbHHO, [l 10 [ ] 4,5*
UPs Access Point Il 9 [ ] 2.3*
Everett Harrison Kastanienallee Berlin 10117 [l 6 5.0 %
Others I 34 — 3k

4.2. Berlin (Germany). Positive comments (t)) unchain

@ Positive
@ Negative
9/ A
3 @ Mixed
@ Neutral

Speed (processing, delivery, etc.} {44%)

Reliable, punctual, on-time delivery, professionalism (43%)

Good/excellent service, great company {36%)

Recommended (31%)

Good customer service, friendly, helpful (19%)

Good value for money (17%)

Speak to a real person {13%)

Hassle-free, no problems, competent (12%)

Provide professional advice, support, and guidance {11%)

For special deliveries: challenging conditions, urgent, legally secure deliveries {11%)
Good driver, friendly, pleasant, and arrives on time (8%)

Package arrives in good condition and complete {5%)

Quick and direct telephone communication (6%)

Ability to track the shipment {e.g., with SMS notifications/information about the package's status) (5%)
Clear and well-presented website (4%)

Flexible (3%)

Short response time (3%)

Delivery confirmation (2%)

POSITIVE

Others {9%):

Friendly messenger (1%)

Option to change the delivery address (1%)

Emall invoice (1%)

Easy to use, understandable, simple navigation {1%)
Wide availability of time slots {1%)

Heloful {1%)

Payment facilities {1%)

Transparent pricing (1%)

Delivery price is displayed beforehand (1%)
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4.3. Berlin (Germany). Negative comments

@ unchain

@ Negative
b @ Mixed
@ Neutral

High price (24%)
* Foor customer sarvice: no answer to phone calls, emails, etc. Failure to respond to inguiries (22%)
Delivery delay (16%]

- Bad service [16%)

Fackage not delivered, lost [149)

unjustified expenses, incorrect imuoices (10%)

*  Not recommended (8%

* Package in poor condition, incomplete, or not delivered (8%)

Hostile treatment (6%)

Delivery toa neighbor (67)

- Dpaque pricing (4%)

No refund, no insurance coverage [4%) Joy 56.8%

NEGATIVE
39.4%

Sentiment —Emotions:

Inconvenient hours (4%)
Laclc of professionalism, e, forgetting customs paperwork [4%) = ~

Others (1096]:
Shipments only within Germany
Unfriendly interface /
unclaimed package e ~
No overnight delivery

+  Changing contact Anger 8.3% / A

Sadness 3.4%

Level of Hate:

1. Quality-Price Ratio Optimization:
1. Conduct acomprehensive analysis of costs and tariffs to ensure competitive pricing relative to the market,
2. Offer flexible rate options that cater to different custormer needs
2. Improved Customer Service:
1. Establish an efficient custorner service system that responds promptly to calls emails, and inguiries.
2. Imnplernent clear protocols for sddressing customer inquiries and ssuss.
3. Punctuality in Deliveries:
1. Setupplanning and route tracking processes to ensure timely deliveries.
2. Implement notfication systems to keep customers informed about the status of their deliveries,
4. Qverall Service Imprave ment:
1. Evaluateand enhance internal processes to ensure high-guality service at all sages.
2. Conduct periodic satisfaction surveys to gather custorer feedback and addres areas of dissatisfaction.
5. Delivery Manage ment Improve ment:
1. Implement advanced tracking and traring systers to minimize the risk of lost packages.
2. Establish clear protocolsfor handling undelivered or lost packages.
6. Effective Communication:
1. Mairtain clear and proactive communication with customers regarding the status of their orders and possible
delays
7. Offers and Promotions:
1. Introduce special offers, volume discounts, or package options that provide added value to customers
8. Customer Service Training:
1. Provide regular training to customer service staff to enhance their communication and problem-solving skills.,
9. Refund Policies:
1. Establish clear and transparent refund policies in cases of delivery delays or issues.
10. Feedback and Continuous Improvement:
1. Usecustomer feedback as 2 basisfor making continuous service improvements and addressing areas of
dissatisfaction
Negative
Fositive
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4.5. Berlin (Germany). Verbatims

tirfie sh

service
freighthub

® Noun
eV

018

2018

@ Noun:

+  #Service: “Serviis and customer rientation mre still very impartoat here! M
semn far the aice support I

@ Verb:

v thanks tathe

+  #Company: "Great moving Gompaas. Bookable at short notice, reliable and the
peicefperfarmaee cotia i right.”
+ WTime: “important documents were deliverod o B, ever when the oddress was changed e 1 et b vttt ytr il ek

by telephone! Thanks very mich!™,
* #Everything: “As soon s the orderwas
courier was on the Wy,

same kind of mistake 11°.

e, 1 received the fist text messnge that the
verything was done within 2 hours, We are very happy 1o

= the eovmpamy with aur ”

© WCustomer: “Very vice empioyee and akwoys hefpfut. | iike being o SUSTAMER of yours.”

= WCourier: “The Eourier was very pancrual i pieking up and delivering. i very satisfied,

I
I
I
Glody again next Lime.". |
I
|
[}

AWori
very weil”

“#Send: “Relinble ani fast courier service! |h

& #shlpment: “Used several times of short natice Jor wgent shipments. Be it throughout
Germany oras a direct drver within the ciy.”

= #freighthub™ have already booked 4
intcaguction and the suppart are ton

© MPrice: “The prices ore nuw s
requests often take o iag tme.”

inmegiatety wim...”

lpments through Frelghtidub. in my apinion, the tnitai
s

i thhat we have refraied from tiis sampany. Servise

#Find: “The messengers are increditly de

#Pick: “The whale Lhing was unproblematic, orsered oty
tire speciied time, the shivment was pleked uo by g fricidy”
#Take: “Fast, tao relihle, friendly, that's ai it fakes”,

#Thank: “Super reifable ond very competent, Abisolutely ta recommend; You san ety on the

hovs and it wan't he the last L et's be where | work with the ream, Thanks and keep it up ..,
¥Recommend: *Thanks fi ihe very gead gad fast processing. Ct only recammen
#6o: “A parcel was sent 1 me an 12/20/2072, sa far there fs no rews ahour i iif . Several

the messages e not go maay, suppsedly

#Deliver: “Baoked pick-up at noon for the same evening wich daliéery the fotiowing day by 12
noon, 11 worked - and at o really good price.”
“Appointments made o few days i agvance, further planning by Packator Works

#Up: “Pickad i within 60 minutes and detiveras on time, ualue for mona”

i et from

Switzértoired aid found severof services an the tnteraet. But | wos onfy able to sendsomettriog

i the e

b the noriiag of

stedd and happy to hetp v find o sofution®

[

@ unchain

ervice

reliable

@ Adjective:

§ #Great: “Great seivice and gn

» #Fast: “Fost and reliabie se

+ #Good: “Greatservize, rofiab
maney. Abvays fappy .

+ sReffoble: “Friendiy, tebabiz and fust 77

© #Friendty: “Friendly and neipfutt Many thanks jor the uncomplizared
wanisfer i the ceatec in Charlottensirasse, wiich deol with my remusst
st as prizndly andt helpfuyt”,

advice, thanks for findiag o solution?”.
bt we e gty s glasiy”.
flextble, spontancous and goad vaire for

ice

broughoss the mavs, o e team and

& BEGSY: EVETVIInG Went st and Bag.
waite pecple, all in alt & stars fram me.

+ #Uncomplicated: "Great service, great vatue for maney, super friendly
sammunication, ttalfy imcomplicated ana super fast.”.

. #Helpful; "Best twonsport ever, super coc! people and .

. #0nifine: "Super Service! Fast i singi Oversew thraugh the anie
ostal is also very weil preseated and ensy to use”.

Price was okay too, Alsa very

05

Gender analysis
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Total sample:

41,6% 58,4%

There are no significant differences
between men and women regarding
sentiment in the comments and levels
of extreme negativity (hate}.
However, we observe that among the
most frequently mentioned words,
women tend to discuss topics such as
package, waiting, delivered, absent,
called, and contact more frequently.

«  Onthe other hand, only women
mention leave, receive, and
recommend.

WFEMALE mMALE

® d

Level of Hate:

Among the most frequently mentioned
words, men tend to discuss topics such
as service, company, shipment, hour,
worst, time, people and delivery more
often.

Finally, only men mention words like
fast, shipping, transport, excellent,
professional, friendly, and lie.

N=2378 N=3336

Sentiment- polarity:

?
d

Positive @ ki
® Negative
@ Mixed @ male
@ Neutral

06

Conclusions & Actions
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6. Conclusions & Actions (i)

%  Methodology & Sample

techniques and sources involving relevant stakeholders.
The analyzed sample is extensive and meaningful, encompassing all available comments on Google Reviews. Qualitative analysis was performed by reading and interpreting a

Netnography allows us to understand users' opinions about both the aspects that have been well addressed and those that need resolution in the field of package delivery and
logistics. This understanding is derived from the information users share on the internet, including social media platforms and review websites.
Users are observed and analyzed without their awareness, and this spontaneously expressed information holds significant value. It serves as complementary data to other

subset, while quantitative analysis involved natural language processing (NLP) algorithms.

services, and cargo transportation.

In total, 10,291 reviews (with star ratings ranging from 1 to 5) and 5,921 user comments were analyzed. Of the users expressing their opinions, 66.9% are male, 29.6% are female,
and 3.4% are of unknown gender. This gender distribution may be attributed to a higher level of male engagement and/or interest in the topic.
Companies tagged on Google Reviews and included in the analysis belong to categories such as courier companies, messenger services, logistics, transportation, distribution

The sample comprises comments from three participating cities in the project: Madrid, Florence, and Berlin. The sample size varies because it depends on the availability of

comments, influenced by factors such as the city's size and its specific characteristics and profile.

8 Sentiment and Emotion Language Analysis:
49.6% of the comments in the three cities are positive, 38.4% of the comments are negative, and therefore, areas for improvement. The rest are MIXED (7.2%) and NEUTRAL

(5.0%). The average rating is 3.5 out of 5.
. The aspects that stand out as well-addressed are:

Madrid

1.Good Customer Service and Fast Response (35.1%)
Easy contactability
2. Excellent phone assistance
3. Avallability
4. Offering options and rectifying mistakes
5. Proper, cordial, professional, and personalized treatment
2.Great Service and Company (34.4%)

Florence

1.Good Service and Positive Experience (28%)
1. Reliable and efficient service
2. Providing a positive and optimal experience for customers
2.Friendly and Helpful Staff (26%)
1. Courteousand helpful employees, including assemblers
and riders
2. Friendly and customer-oriented service
3.Speed and Efficiency (23%)

@ unchain

Berlin

1.5peed (44%)
Swift processing and delivery, prioritizing efficiency

2.Reliability and Punctuality (43%)

1. Consistent on-time delivery

2. High level of professionalism and reliability
3.Good Service and Company Reputation (36%)

1. Excellent service quality

2. Astrong reputation as a great company

1. Excellent service with a quick and efficient experience
2. Affordable and cost-effective Quick loading and unloading processes 4.Recommendation (31%)
3. Efficient management, including the use of their own vehicles 2. Swiftand efficient operations Asignificant number of customers recommend the
4. Serving large companies 4.Professional and Competent Staff (18%) service

3.Punctual Deliveries (23.8%) Employing qualified and specialized personnel
1. Packages consistently arrive on time b ing a and orkforce
2. Reliable adherence to deadlines

4.Excellent and Friendly Treatment (19.9%)
1. Friendly, attentive, helpful, charming, and professional
customer service
2. High level of satisfaction with the treatment received

6. Conclusions & Actions (ii). Level of hate (e) unchain

Special attention must be paid to the levels of hatred, which represent the extreme manifestation of negative aspects. On average, the levels are low, accounting for 2.5% of the

total comments analyzed.

. The identified comments discuss the following aspects:
package 99
company 82
delivery 72
day 7

phone 68
time 65
service 60
shipment. a6
“I am waiting for a package and in its tracking it says that it was delivered today and

deliver e ———— 0
rude  E——— 30 5 g [ie”
itk —TT— G
send  EET——— 35 The worst company and the worst delegation of MRW They dont pick up the phone by
ol —— 34 hanging up Or they play a little music for you But they don t answer”
called  E——— 33
office  n——— 30
arrive I ) S
pay  — )
pecple  EE—— 25 . )
cerson  IEE— 17 “They make me stay at home all day to receive a package that never arrived”
answer I 7
customer  EEE————— 27
waiting I G
worst  ——— G
le?i‘e‘ —_— wzre “Of all the times that I have had shipments with this office, they have NEVER been delivered
S > on time (and there are more than 5 already) They always deliver last when other companies deliver
old 23 & s
- ghout the moming They tell you that there was no one at home even though you are inside
terrible  ——— 2 5 4 3 S
ecause the delivery man on duty does not even show up since there is a janitor on my farm and he
fh _1 911 collects the packages when there is no one at home”
house —— 18
transport  —— 18
charge IEE—— 8
door EE— 17
hour  E— 16
shipping  ee— 16
lie  —— G
delivered  n—— 16 y ) 5
attention  memm— 1 ey keptus 3 days without moving from home to pick up @ package When they do ot appear, they call
the next day saying that the address was incomplete, a story already very burned 3 days of vacation

address  — 15 %
et . wasted waiting for these people

“If negative stars could be put, they viould be rude, non-compliant, unprofessional, doubling
the delivery time and still not receiving the shipment”

“Terrible management on the phone of the lady in this office Tacky and angry with the world it
puts me on hold and instead of that the call crosses me viith another client”

“If negative stars could be put, they would be rude, non-compliant, unprofessional, doubling the
delivery time and still not receiving the shipment *

“Disastrous The girl at the counter is rude and arrogant, they do not notify that the packages arrive”
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6. Conclusions & Actions (iii). Improvements

4 Finally, the areas for improvement and the most important improvement proposals are:

~43

200 .
ent
ment) 498

B 5

“IS!

236 Nﬁ?

0- )32

. 257815

04-515 \0- 567
d
29871

C;.;

189985

Negative

Positive

% unchain

L. Improved Customer Servit

1. To establish an efficient and responsive system available to promptly handle calls, emails, and
chats.

2. Toimplement clear protocols for resolving customer inquiries and issues.

3. Totrainstaff in friendly, ,and

4. To eliminate scripted responses and provide accurate and truthful answers.

2

1.

2

. Punictuality and Reliability in Deliveries:
To reinforce internal processes to ensure timely deliveries within the appropriate timeframe.
To implement a package tracking and notification system to provide precise tracking and
notify customers of any delays.
3. Proactively communicate any delivery delays.

1. To conducta comprehensive analysis of costs and tariffs to ensure competitive pricing relative
tothe market.
2. To offer flexible pricing options that cater to different customer needs.
4. Promotion of Friendly Interactions:
1. To provide training to staff to promote courteous and respectful interactions with customers
2. To emphasize the importance of empathy in al nteractions.
5. Service Quality and
1. To evaluate and improve internal processes to ensure high-quality service at all stages,
maintaining a reliable and professional service.
To conduct periodic satisfaction surveys to gather customer feedback and address areas of
dissatisfaction.
To implement quality control n deliveries and issue resolution.
and Effective Ce
Accurately inform customers about the status of packages and any changes in delivery.
To avoid changes in the package status without justified reasons.
To maintain clear and proactive communication with customers regarding the status of their
orders and possivle delays.
7. Delivery Management Improvement:
To implement advanced tracking and tracing systems to minimize the possibility of lost
packages and ensure on-time deliveries.
2. Toestablish clear protocols for handling undelivered or lost packages.
_selected time slots and accommodate requested changes. Implement
tion processes to inform customers about the status of their deliveries.
8. Customer Experience Improvement:
To evaluate and improve internal processes to ensure high-quality service.
To establish clear service standards that meet customer expectations,
To prevent customers from having to pick up packages after paying for shipping.
To provide advance notice of any delivery delays and maintain open communication

~

wneew

Bwn e
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ANNEX 4. Delphi’'s second round questionnaire

@, unchain

Welcome to the second round DELPHI questionnaire of the UNCHAIN project.

We would like you ta validate the information that integrate the diagnosis of the
logistics (barriers, values and ). The ac level
and Lhe 'y aspecls Lo Lhe i

UNCHAIN project will implement a standardised and reliabla data exchange
ecosystem supported by a public-private collaborative framework that will allow
Ihe eslablishment vl reliable dala sharing agreemenls, break dala silos and make
the urhan freight data more available and aceessible. Driven hy the onlincked data,
an innovative set of 12 urban logistics services will be implemented to optimise
Lhe allocalion of urban space, improve Lhe policy-making capacily of local

authorities and imise network and

operation.

The "DCLPIII" second round activilles consisis of the following tasks:

1. 1o detail the ag level of tha i i harriers,
2- To detail the agreement level of the identified values.
3- To delail Lhe aspecls and [aclors missing in Lhe diagnosis.

The to fill up the quest is 18th.

Thix participation is ¥ No data will be

(only a few socio-demographic characteristics}. If vou consider that any of these
demographic questions could reveal any personal data, please, do not answer. The
information will be analysed in aggregale and grouped furm. Nu specific dala or

cases will b idontified.

Thank you very much for your cooperation!

@, unchain

IND DELPHI

Sume information about you

* 1. Plaase indicate the seelors you work with
[ € and vegrons
[] tecnoloy aroviders

Comnibarey ani ressaTen

[ Mt ¢
|| Logistic operazar
[ ue wime aguut

[ et

2. Ploase indicats your country:
3. Pletse indicale Lhe enlily Lhal you represenl:

1

4. Indicate your occupation f position n the entity:

I

5. ludicale Lhe years of experience will the colleclive:

]
Q, unchain

ND DELPHT

Agresment level and other tactors description
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* 6. Please indicate the agreement of the identified logist

Stoamely

agree Aqres

Rusulls 2, Marid use
eascagents Jublie
Musage cunl &Ly slatiu

Results 2. Mad-id use
caso agents
Infrastncrure

Results 2. Madid use.
case agents - -
Susta kil

Resulls 2. Madzid use
casa agents - Business

Rosults 2. Mad-id use
cusu agels - Publie
Prvate Dastnersitp

Results 2, Madzid usc o .

casa agents - Smart Oy

process information (slide 10):

Strongly
Nentral Tisagrae  disagres iR

7. Explain the factors and aspects that are missing in the diagnosis about the logistics
current pracass: (Plense, indicats the tapic of referance)

* 10. Please indicate the agreement of the identified values (slide 7):

Strongly

agroo Agroe

Results 1. Partners
wharksaop Public
Management& Leg'slation
Rersults 1. Pariawnns
wharkshop -
Tnfrastuctue

Rosults 1. Tarumiers
wharkshop -
Sustamahilicy
Results 1. Partmers

wharkshop - Busi s

Rasults 1. Partners
wharkshop - Public
Frivale Fad aershiy

Results 1. Partners
whorkshop Smast ity

Strangly
Neutzal  Disagree  disagroo NiA

11. Explain the factors and aspects that are missing in the diagnosis about the values:

{Please, indicate the topic of reference)

* 8. Planse indizats the agresment of the identified stoppers (slides fand 1)

Stroagly Straagly
Lt Agrie Diwpim e A

Tsults 1 Patiets
wiarkshen - Publc 3 Y ) b
MamogementiL e slana

siwia
: » o ) 0 )

Infrastructore

A

Wik 8 a8

s
Suslatnaliliy
R
warkshop - Tusiness

1Pt - -

Results L. Famers

wiarksihen - Puble ) 3 ! y

Frianlz: Parinshin

Rastlts | Pastaers -~ - ~ i =
( ) \ )

wacrkshos - Smart City

tasults 2, Madrid use
case agents bl
T iy sl iny

s 2. Wi s
case agents O
Infestructure

Fussills 2. Morlria s
cas aguns
Sustametiliny

Tusulls 2. Marlrid 1
case agents - Publc
privae pameship

s

5 2. Madrid
ks Frwrl €

2. Explain the factors and aspects taat are missing in the disgnosis about the stoppers:
(Please, indicate the topic of reference)

* 12. Please indicate the agreement of the identified recommendations and improvements

{slides 8 and 12):
Strongly Strangly
agree Agee Neuwel  Dlsagree  disagrec
Besulls 1. Parlners
wherkshop - Publis { 3 { 7 ] ®
Maragerreat&Legislation
Tesults 1, Tax

wherkshop -
Infrastruenire

Results 1, Partners
whorkshop & ¥ )
Sustainabliny

Hosults 1. Partners 5 s = = e
whorkshop - Business
Hesulls 1. Harler
whorkshop Tublic
Brivale Partnarship

Rosults 1. Partners > . \
wherkshop - Sead Cily A L ® &) @)

Hosulls 2. Made'd uso
case agents - Public £ 3 ),
ManagerrentiLegislation

Results 2. Madr'd use
case agunls -
Taf-astrcture

Besulls 2. Marsd use
case agents - ® { 5 ) ®
Sustainability

Hesulls 2, Mudsid use - - \ ¢
case agents - Business
Rasulls 2, Madsd use
case agents - Public @
Trivate Partaership

Tlosulrs 2, Madid use ~ \ \
case agents - Smart Gty

13. Explain Lhe [aclors and aspecls Lhal are missing in the diagnosis aboul Lhe
1 00 and impr (Please, indicale Lhe Lopic of reference)
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* 14, Finally, indicate the agreement with the conclusions {slides 13 and 14) and explain
the factors and aspects that you miss:
strangly sLangly
agreo Agree Neutral Disagree dizagreo Nia

First slide

canlussions - 4 —

Exted or explain the factors aad aspects taat you miss:

Second slide ;
conclussions - £ ® ! ) &

Extend or explain the faetors aad aspects raat you miss:
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ANNEX 5. Delphi intervention results

UNCHAIN - WP2 — T2.2

ano, J. Gimenez % unchqin

Overview 01

METHQDROLOGY

02

RESULTS 1, UNCHAIN PARTNERS WHORKSHOP

03

RESULTS 2, MADRID USE CASE LOCAL AGENTS GRUPAL INTERVIEWS

04

CONCLUSIONS

¢y unchain
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DELPHI 15T ROUND: DIAGNOSIS OF URBAN LOGISTCS
METHODOLOGY (i)

G1, UL COLLABORATIVE DIAGNOSIS UNCHAIN PARTNERS WORKSHOP G2. UL COLLABORATIVE DIAGNOSIS
o STOPPERS, BARRIERS AND WEAKNESSES :
- WHICH IMIATIVES HAVE FAILED IN URBAN LOGISTICS? WHY?
E, WHICH ARE THE MAIN FACTORS TO EXPLAIN THIS FAILURE?
z ‘ — i
riGacy counert (8 VALUES, STRENGTHS AND CURRENT SUCCESFUL FACTORS ') Etral D

CITY DEVELOPMENT S0
DEPARTMENT

EMT MADRID

WHICH ARE THE SUCCESFUL INITIATIVES IMPLEMENTED

madrid TODAY IN THE URBAN LOGISTICS?
WHICH ARE THE MAIN DRIVERS TO FACILITATE THIS SUCCESS?
DAL p
o RECOMMENDATIONS AND IMPROVEMENTS

{_HOW WILL BE URBAN LOGISTICS IN 20307

b

= Inthe first stage, participants are distributed in 2 groups by partner profile. After the presentatian of contributians, participants will can contribute in the other fip chart

= One WP leader each flip chart, ining the main contributions and listening to participants during the first stage.

= Partners write in post-its their contributions related to requirements, needs, problems, expectations, barriers... for each flip chart.

+ During the second stage, participants will draw & describe different solutions to improve the urban logistics.

[ + 30 PARTICIPANTS ] % unchain

DELPHI 15T ROUND: DIAGNOSIS OF URBAN LOGISTCS
METHODOLOGY (ii)

- To know the current product/package/courier reception, distribution
and delivery processes, including what works and what does not
work now.

MADRID USE CASE LOCALAGENTS . - identify current logistics barriers and problems that must be

GRUPAL INTERVIEWS resolved.
e) Dy - To identify keys to improve logistics and distribution from the point of
oy e R G view of Madrid local agents (requirements, keys for improvement and
expectations).
- To analyse the possibilities of using public land, commercial land,
parking, shared information and data... for logistics.
- To identify potential barriers to the use of these resources for loading
and unloading.
+ 15 PARTICIPANTS ] %unchain

[UNCHAIN] D2.2 — User needs of the main actors of urban logistics ecosystem 77



% unchain

DELPHI 2NP ROUND: DIAGNOSIS OF URBAN LOGISTCS
METHODOLOGY (iii)

- To validate the obtained results in the first round, was be defined a questicnnaire addressed to
project partners.

- To stablish the level of agreement with the registered information in the first round.
- To assess and evaluate the information (type of data and adaptation of reality).
- Toidentify information gaps.

- To add key information to complete the contextual diagnosis.

15 PARTICIPANTS ] %unchain

DELPHI 15T ROUND: DIAGNOSIS OF URBAN LOGISTCS
RESULTS 1. PROJECT PARTNERS STOPPERS, VALUES AND RECOMMENDATIONS

‘& unchain
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DELPHI 15T ROUND: DIAGNOSIS OF URBAN LOGISTCS
RESULTS 1. PROJECT PARTNERS STOPPERS, VALUES AND RECOMMENDATIONS

STOPPER

Need to align strategies SUMP-SULP, New solutions are often not profitable; only pilots, Confusing regulation, Different regulation, Lack of modern regulation, No adapted
to charge legislation and administrative regulation, Hard to define the necessity and subject of procurement, Policy coherence across sectors, Conflict with economy;
Public nobody wants regulations, KPl must be declined to measure success of framework goals, Dynamic change in patterns and stakeholders; hard to define regulation, Limited
budget & manpower/personnel, No political support, Outdated regulations, nflexible regulations, Inadeguzate enforcement traffic regulation, Missing
7 N knowledge&ceapacities in administration, Lack of trust to municipality about effect of data sharing, Restrictive regulation; cargo bike vs. pedestrians, Last mile delivery vs.
Legislation active mobility, SULP as part of SUMP, Traffic regulations, Approach by city managers often/too many times driven by electoral needs, Lack of regulation, Missing link;
transportation planning vs. urban planning, No awareness on logistics by urban planners, No legal regulation to enforce, for example, loading zones, Shared space with
publicand private mobility active modes, Public administrations have limited skills&resources.

management &

No space dedicated to complex deliveries solutions, Lack of loading/unloading areas, Lack of available space, Delivery companies competition for space: lockers, UCCs,
hubs, More micro-logistic hubs needed; lack of space and facilities, Lack of public surface on central/old districts, Matching needs/spaces, Not enough space for all needs,

Infrastructure Infrastructure competition (different uses and demands, e.g. on streets, parking), Limited energy alternative infrastructure availability, Availability of space; space conflict
with other land uses, Location of UCC; dedicated spaces for logistics, Lack of space; fight for space.
Sustainability No sustainability culture, Need to reduce the home delivery and to increase the lockers or shops’ deliveries, Cultural heritage boundaries; Unesco ares, Commitment with

sustainable companies, Sustainability makes it more difficult.

Micro-size companies in logistics; difficult to reach, Enterprises and companies do not want to share info, No willingness to cooperate by involved stakeholders,
Business Confidential, Accessibility of available data limited {data ownership), LSPs not prepared to share data, Competitors, Load/Unload area is never enough, Big vehicles used,
EVs are expensive; the range, Data is companies’ asset; value for them.

Public Private Involvement of private sectors in the process, No common idea about the future, Local market operators too fragmented; small operators, Failure in the hourly regulation
Partnership of the drop off/pick up spaces {non compliance), Logistics is not prioritized, Access to city centre, LEZ in cities, Everyone thinks about its own future,
® Protocols&agreements between public and private sector, Land is private to 3 large extent, Mixed private-public logistics policies on same limited infrastructure, Lackof

interest in logistics by society&investors.

Framework must be monitored sutomatically, Data needed; demand, usage, capacity (of infrastructure), No systematic approach to data monitaring, No framework (IT
Smart City solution) to share data in a safeReorfident way, Data silos, Planning on available data (limited knowledge on demand, ..}, Data on land use only available with different
scope, GDPR compliance, Interoperability of dats, Interoperable data are expensive, Public data proxies’ logistics.

B[] ¥ unchain
DELPHI 15T ROUND: DIAGNOSIS OF URBAN LOGISTCS

RESULTS 1. PROJECT PARTNERS STOPPERS, VALUES AND RECOMMENDATIONS

VALUES

To have a clear guidelines vision; top-down approach, Possibilityto implement policy, Political buy-in, A good new ordinance to allow this change and to
Public encourage this change, Main driver: restrictions on car-use, Participatory process in defining SUMP, Alignm ent with mobility planning, housing, economic,
management & activities and overall, urban plans, New SULP in place with concrete targets and monitoring obligation, To define data-based policy, Making the use of

Legislation (un)loading zones obligatory, To reduce space for private car and to increase for other uses.

Structural approach instead of project based, Land use for city hubs, micro-hubs, lockers, New loading and unloadingzones, Temporary land-use for micro-

Infrastructure depots, Micro-logistic hubs, Optimal location of hubsAUCCs; less congestion, costs, wasted time, Shared spacesfor different actors, Distribution of pick-up
points.
Sustainability LEZs protect the cities consolidation, Increased awareness about the challenge, Consumers’ choice; less polluting operators, Increase of understanding of
. situationamong citizens, New small electric and narrow vehicles.

Logistics operators, Incentives, Better understand logistic flows and to know where and how fo intervene, Data driven planning, IT-based modelling of
Business demand for micro-depots, To have more data im plies potential m ore knowledge of city context; better optimization; cost reduction, Socio-economically
beneficialto all stakeholders.

Public Private Flexible approach, Fulfil strategic goals, Open discussion with main operators, Common goal to be achieved, Public councils open discussion, To understand the sector
Partnership better, Self berefit {trust), Take advantage from the amount of data publicly available; the so called high value data sets.

Looking into the future solutions and not only into existing problems, To make a similartechnology that is able to make the change in any city, To
Smart City monitor&analyse policy in a quantitative way, Logistics operalion services have decenl digital platform s for end users, Connected car; V2G data, New app
for professionals to book the needed space, Research-assisted demand evaluation, Monitorization of public spaces.
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Public
management &
Legislation

Infrastructure

Sustainability
Business

Public Private
Partnership

Smart City

DELPHI 1°T ROUND: DIAGNOSIS OF URBAN LOGISTCS
RESULTS 1. PROJECT PARTNERS STOPPERS, VALUES AND RECOMMENDATIONS

yunchain

Commonregulation across Europe, To make it obligatory, Subsidies for the writing&implementationof SULP, Shared governance model, To make SULP
actions measurable, Evaluate measures adopted by cities; SUMP/SULPs; development, Standardization, Commontechnology and data type (for
companies, cities, EU), To make data sharing obligatory; couple it to UVARS, To insert logisticsneeds for last mile delivery to discussions about street
designs, Creale awareness with urban planners, Give guidance to urban planners, To make (un)loading zones&hubs obligatory, Smart and adaptive land
use regulation, Logistics considered as a part of urban planning rather than a problem to be solved afterwards.

Gain knowledge; planning of UCCs; optimization, New micro-logistic hub with same technology and facilities across EU, Optimised network of shared
logistics infrastructure, To identify in SULPs mobility hubs in city centres; surroundings areas, possibly shared by multiple operators.

OEM market evolution (lowing vehicle prices), Ralse awareness on the environm ental impact (e.g. express courier), Awareness on the impact for the urban
logistic system by allthe actors and end users included, Active delivery (customer moves), Differenttypes of vehicles, More sustainable, low emissions.in
particularto entry in city centre, Well structured and organized user-oriented.

Incentives for companies following good practices, Never forget local commerce, helpingthem to be involved, To overcome data silos, share data among
stakeholders, Business models for data sharing, Data brokerage; stewardship logistics data; 3" party.

To involve different city depariments and also citizens and private sector, if possible, To facilitate research project with private operators, To ensure
collaborationin technical groups with logistic operators &cities consultancies, No top-down decision, Realistic and simple strategies, Real involvement of
stakeholders (collaborative), To implement protocols&agreement to facilitate data exchange with private sector (e.g. aggregated or anonymised), BtoG data
sharing for public services.

Betfter communications on needs of logistics, To monitor KPI for SULP effectiveness consistently, To support research based data acquisition, Public data for
more visibility, To create an European IT platform that can be used in different countries cities, Easily accessible singular platform for inform ation and data
sharing, To develop successful pilot app proving benefit for operators, Connection in real time with vehicles, hubs, governments, companies, To know user

needs (for improvements); more data quality, m ore better decisions, Use of digital twins (e.g. Lead project), Constantly re-assess situation based on
monitoring.

DELPHI 2NP ROUND: DIAGNOSIS OF URBAN LOGISTCS
PROJECT PARTNERS STOPPERS, VALUES AND RECOMMENDATIONS

PARTNERS WORKSHOP / STOPPERS PARTNERS WORKSHOP / VALUES PARTNERS WORKSHOP /
100% 2 100% RECOMMENDATIONS AND IMPROVEMENTS
80% 804 . 104 y I
[ A |
4% &g
] 0%
404 40
402
20 20 _
0% 4 — 0%

W Strongly agree @ Agree W Neutral @ Disagree M Strongly disagres WStrongly agree ®Agree @ Neutral 9 Disagree M Strongly disagres W Strongly agree: B Agree

@yunchain

SO SES LSS
f ,a*“f f' f’

& &

iMeutral @ Disagree M Strongly disagree
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DELPHI 2NP ROUND: DIAGNOSIS OF URBAN LOGISTCS
PROJECT PARTNERS STOPPERS, VALUES AND RECOMMENDATIONS

Information to add (contributions from the 2™ round questionnaire):

*  Public management & Legislation: Besides the question of following a top-down approach or not, legislation
should include users needs and suppliers requirements. Political support is important, but the empowerment of
planners and to act despite of political agenda is even more crucial for the actions to take place.

* Business: Data might not always provide the full explanation. All the actors (city+businesses+users) should be always
involved in the process, by at least receiving contextual information about planning and operations.

= Public-private partnerships: The highlight of actors’ involvement and users is needed.
*  Public Management: top down approach can lead to lower acceptance levels of businesses and end users.

*  Recommendations:

o Regulation only considering the type of goods to be delivered might be very tricky since different businesses
have very different opening times and may require the same type of goods to be delivered (e.g. cafeteria
operating from early in the morning and a pub/restaurant operating from the evening).

Not enabling logistics operators to deliver the goods inside the businesses premises will be extremely

conflictive. Customers pay to the logistics operators to handle those goods, especially if they are very heavy;
customers may not want to move on their own those goods.

(6]

DELPHI 15T ROUND: DIAGNOSIS OF URBAN LOGISTCS
RESULTS 2. MADRID USE CASE LOCAL AGENTS. CURRENT PROCESS, STOPPERS
AND IMPROVEMENTS

% unchain
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DELPHI 15T ROUND: DIAGNOSIS OF URBAN LOGISTCS B=] @ unchaln
RESULTS 2. MADRID USE CASE LOCAL AGENTS. CURRENT PROCESS, STOPPERS AND

IMPROVEMENTS
RENT PROCESS

Public The regulation of the Urban Distribution of Goods is very complex (overlapped layers, in different neighborhoods, zones, time slots..), At 11:00 a.m. ends the
management & permissionto use he pedestrian zones for logistics operations, There is no priority o use public spacefor loading and unloading, In pedesirianzones such
as squares you can park to m ake the delivery although there is no regulation that specifies it, Regulation of space and times is needed depending on the

Legliat\on size and weight of the productto be delivered.
Infrastructure Infrastructure is key to product delivery, Infrastructure is insufficient at certain hours.
@
Sustainability Deliveries involving high volume products or high weight products tend to be concentrated; the vehicles travel few kilometers due to deliveries concentration;
@ pavement deterioration, The deliveries are organized by proximity (of establishments), They go 2-3 times a week, At one stop they make 12-16 deliveries
(restauranis/bars), They are consideringthe purchase of electric trucks, The parcels’ deliveries vehicle travels a lot of mileage.
They work with a 12-ton truck (different deliveries of goods such as furniture, appliances, equipment, removals, efc.), Each barrel weighs 70kg. boxes 12kg,
deliveries of 80-200kg minimum (bars&restaurants), They camy out reverse logistics (they collect loads of empty barrels. appliances to withdraw...), They
assemble the delivered product and/or collect a product to remove, Importance of efficiency, Times are key because the margins are very low and the key is
to deliver quickly (effective and efficient), The restaurant does not have warehouses and they do not have stock, They arrive at a delivery area and do not
make a single delivery ¢hey have a route, through neighborhoods and streets), The driver makes an average of 10-12 deliveries each time the vehicle is
Business parked, Small vehicles make quick deliveries (20%), in short sops (257), while big trucks stop for 2 hours, making 80% of deliveries (bars&restaurants), The
® deliveries are planned (the logistics managers plan the routes), The logistics managers group the deliveries by zones, Time is key due to schedules, Parcels
are delivered quickly and with a high dipersion, Each operator knows where they have to go and sometimes they cannot make decisions to change the
route, Delivery is a repelitive scheme, Different delivery timetables for diverse businesses (bars&restaurants, food stores, ...), The less time delivery takes
the more benefit professionals get {and less time the delivery vehicles occupy the public space), E-commerce has grown 25%, so has grown the number of
delivery vehicles.
Public Private Each company works independently, Currently there is no contact with the administrationto collaborate in defining the logistics conditions.

Partnership

B There are applications for logistics activities in cities such as https /fapps.apple.com/es/app/madrid-dum-360/d1637611301, Some customers ask for

SmartGity deliveries out of commercialtime (but close to it).

Q. ,
DELPHI 1ST ROUND: DIAGNOSIS OF URBAN LOGISTCS tyunchain
RESULTS 2. MADRID USE CASE LOCAL AGENTS. CURRENT PROCESS, STOPPERS

AND IMPROVEMENTS

Don't give a clear guidelines, Fines related toexceed the establishedloading/unloadingtime, The loading/unloadingtime must be regulated by tonnage,
Parcel delivery operators can use shared areas (parking |ots, different resources depending on weight and size...), Uncertainty by unclear regulation, City

Public councils must address the needs of logistics (not all the product deliverad is the same), The lack of proper legislation has consequences for professionals
management & and sociely, Lack of coordination between municipalities, Dispersed regulations and lack of equity in the delivery requirements, Legislation is different in
Legislation each city and there is no commonframework (what is legal in one city could be illegalin other), The legislation that applies to delivery vehicles is similarto
that applied to private vehicles; different one is required, The rules are very inflexible (not adapted to delivery typology), During the first hours of the day the
@ loading/unloading areas are saturated, There are access restrictions (LEZs), Some vehicles, due to tonnage, cannot accessthe downtown district.

No space dedicated to complex deliveries, Lack of loading/unloading areas, Lack of available space, Loading/unloading areas not in accordance with the
size and load of the vehicles, Better distribution of loading/unioading areas to minimize last mile delivery, To restrict the use of these spaces only for

Infrastrlcti/re loading/unloading, To monitor real time location is rejected, as it could be employed o fine professionals, There is no space to leave the loadinthe absence
@ of commerce, The reduction in lanes has to be com pensated with more loading/unloading areas.
Sustainability To have to move the truck due to lack of flexibility in parking time, on loading/unloading areas; this results in more km driven, The indicatorsio assess
® logistics processes are very limited and do not adjust to the activity; other ways to reduce emissions mustbe explored, Diesel vehicles are consumption
com petitive with hybrids vehicles.
Better understanding of logistic flows to know where and how to intervene, Difficultiesin carrying out other loading and unloading tasks such as reverse
Busi logistics, Removals have the same treatment as transportation and distribution they cannot usually complywith schedules as they are parked the whole
Hallcs day), The construction sectoris having problems (restricted hours + ecological vehicle): they have to leave at 5 p.m.when perhaps they would have finished
® in 2 hours and they are forced to return for another day.
Public Private Logistics operators do not parlicipate in decision making regarding the regulation of logistics activities, Lack of tolerance in logistics activities, Lack of
Partnership understanding of their needs, The distribution generates inconvenience to citizens that must be taken into account (noise, deterioration of the pavement,
e congestion, reduction of space...).
In the city there is very litile tolerance for distribution and logistics work, Problems of coexistence with the mobility of citizens, Route apps generate doubts,
Smart City Fear that the app measures have a supervisory objective.
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DELPHI 1ST ROUND: DIAGNOSIS OF URBAN LOGISTCS
RESULTS 2. MADRID USE CASE LOCAL AGENTS. CURRENT PROCESS, STOPPERS

& unchain

D IMPROVEMENTS

Sustainability

Business

Public Private
Partnership

Smart City

RECOMMENDATIONS
To regulate the use of the bus lane by agreement until 8:00 a.m. or the established time, To be very strict with schedules ifissuing fines, To regulate the use of pedestrian
zones by agreement, To define loading/unloading schedues based on the type of product (e:g. food) to coordinate the work and foresee pricrities of use, according to the
product, Do not use the average delivery as a regulation measure (segment), Regulate night delivery from 12:00 p.m. and 7.00 a.m. in areas that do not affectthe
Public neighborhood, To provide forstock warehouse spaces (the delivery person leaves the parcel, digital delivery note signed and picked up by the customer at another time),
management & To regulate that the product is left at the door ofthe premises, witholt accesstothe basement or aftic, difficult because the customer do not want it, but this would resultin
Legislation occupational risks reduction, and delivery times re_ductlom To regulate whers heavy merchandise canbe Sto_red (at street level or warshouse next to it), it would make the
delivery faster and safer, Flexible control, To prioritize schedules according to delivery typology. in the morning, from 7:00 to 12:30, food, pharmacy and press; half day,
@ equipment, furniture; afternoon fashion, aceessories. To unify municipal regulations to have a framework with certairty; knowing whether or not you comply with the
regulations, Reguations according to neighborhoad typology
To maonitor where the vehicle is, in real time, Being able to book a loadingiunloading space, flexible intime occupancy, To use parking lots forsmal vehicles (at certain
Infrastructure hours), To uge blue and green parking lots forloading/unloading, To enable parking areasin the perimeter of difficult-to-access neighborhoods, HUBS in perimeter areas

and fromthere to deliver with electric vehicle through a shared platform

OEM market evolition [vehicle prices reduction), To raise awareness on the environmental, LEZ s protect the difies consolidation, To increase awareness about the
logistics needs, To carry out complex analisys ofwhat the improvement in CO, (reduction) implies; e.9. a heavy vehicle, even being diesel, ifitis alowsd to remain in the
same loading/unioading space forthe time it needs, reduces pollution because it travels almost no kilometers and does not generate traffic congestion, To create specific
permits for accezs of unlabeled vehicles, Implementation of a network of shared platforms with clean vehicles forlast mile delivery

Incertives for companies following good practices, Mever forget local commerce, helping them to be involved, To provide deadlines and facilities to make changes in the
type of vehicle and flest renewal, Transporters within & years of retiring who do not have to change their vehicle [extensions), To strengthen common delivery areas
(Kiosks, small businesses ), To reduce home delivery, Commerce as a delivery point, Associations as delivery managers of the last mile delivery

Toinvale diferent city departments and also citizens and private sector, To promote dialogue to search for solutions, To include logistics companies inthe search for
solutions, Directinterdocution with city council directors, To be able to coordinate and to integrate with urban planners, To wark with the municipal police to idertify the
location of loading/unloading areas, The delivery people want to collaborate to speed up the processes (but they do not want to be harmed, control / inspection),
Registration, type of vehicle, and erwironmental certificationare already share by logistics companies, other data of their own could be shared if the city council gives them
data to improve their delivery roLte.

& unchain

DELPHI 2N ROUND: DIAGNOSIS OF URBAN LOGISTCS
MADRID USE CASE CURRENT PROCESS, VALUES AND RECOMMENDATIONS

MADRID USE CASE AGENTS /
RECOMMENDATIONS AND IMPROVEMENTS

Madrid use case agents / CURRENT PROCESS MADRID USE CASE AGENTS / STOPPERS

100% 100%
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W Strongly agree = Agree

mAgres  mNeutrsl W Disagres W Strongly disagree mstonglyagree  mAgree  mNeutral W Disagree M Stongly disagree mstrengly agree Neutral W Disagree  m Strongly disagres

» 60 professionals participated in the Delphi technique (including both rounds). 15 of them have validated the diagnosis
(2™ round participants).

* The information identified during the diagnosis is shared by all participants (no user disagrees with the identified
conclusions).

= Only one validating user is identified who disagrees with a concrete aspect related to sustainability in Madrid use case.
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DELPHI 2N° ROUND: DIAGNOSIS OF URBAN LOGISTCS
MADRID USE CASE CURRENT PROCESS, VALUES AND RECOMMENDATIONS

Information to add (contributions from the 2" round questionnaire):

Current process: Need to include data related to distances the delivery trucks actually do.

Infrastructure: Roads to access the delivery location and logistics hubs are critical infrastructures to organize the
logistic processes. It has to be specified which infrastructure is not sufficient during high traffic volume times.

Sustainability:

o ltwould help a lot to indicate whether there are current implications of electric cargo vehicles. Also, if there
are alternative transportation means (e.g. cargo bicycles, on-foot delivery, other micro-mobility means) used
to deliver goods.

o Need to identify the broader spectrum of logistic means and extended overview of Smart City factors. To
cover in the field study/survey.

Recommendations: It is not clear that booking parking lots in advance is a procedure that logistic companies can
implement today.

Disagree reasons:

Sustainability:
* Notonly need for less home deliveries but in general less deliveries; with the predicted increase of
consumption and deliveries, there will be no sufficient solution.

= Disagree on more mileage due to restrictions; it could be acceptable in the longer term, when a behavioural
change could lead to adapted routing.

DELPHI 15T ROUND: DIAGNOSIS OF URBAN LOGISTCS
CONCLUSIONS (i)

Considering the amount of contributions, the results suggest the inadequate Public
Managementé&Legislation and the lack of appropriate Infrastructure are the main UL barriers today.

Following this rationale, the next level of barriers are Public Private Partnership, Smart City and
Business related to data sharing. Sustainability seems to be a low level barrier.

Regarding values, Public Management&Legisiation is the most relevant strength of UL; the main
barrier arises also as the main facilitator to change nowadays situation.

Infrastructure and Public Private Partnership to generate Business related to data share in the context
of the Smart City seem to be important assets for the UL.

Regarding recommendations, Public Management&Legisiation appears again as the main factor.

These results suggest that public administration has the key to change a market, which main actors
demand new infrastructures and digital resources to move towards a more sustainable scenario.

B
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DELPHI 15T ROUND: DIAGNOSIS OF URBAN LOGISTCS
CONCLUSIONS (ii)

Specifically, some keys to improve these areas would be:

* Public Management&Legisiation: To develop common regulations in the European area, dynamic (not rigid)
and based on the type of product, schedule (regulation) and tonnage of the vehicle.

« Infrastructure: To increase the typologies of loading and unloading areas and to develop priority use policies
for gach type of zone, according to the product, delivery time {logistics process) and tonnage of vehicle
used.

« Sustainability: To consider sustainability criteria adapted to the characteristics of the products and type of
vehicle used, which defines the type of delivery, with compensatory criteria (pollutes more but makes fewer
trips, ecological footprint vs. impact on traffic congestion).

* Business: To develop solutions that support the logistics operations {e.g., to send in advance information
about requirements to be met for delivery in a given area, conditions fo book a loading/unloading area,
priorities related to the type of product/schedule), real-time information on traffic and route management.

* Public Private Partnership: To create logistics regulation and management processes agreed with
companies.

«  Smart City: To incorporate logistics activities into mobility policies, to improve coexistence with citizens.

el
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DELPHI 2N° ROUND: DIAGNOSIS OF URBAN LOGISTCS. CONCLUSIONS

AGREEMENT LEVEL ON THE CONCLUSIONS

GEMERAL CONCLUSIONS KEYS TO IMPROVE

mstrengly agree  mAgree Neutral m Disagree  m Strongly disagree

60 professionals participated in the Delphi technique (including both rounds). 15 of them have validated the diagnosis (2™ round

participants).

The information identified during the diagnosis is shared by all participants; no disagrees with the identified conclusions.
European regulation may help but will not solve the challenge; cities have the competence in urban mobility and they are the key.
Citizen and user engagement should be part of business sector; user’s values are as important as operator considerations.

Local businesses are frequently both providers and users.

Requlating by typology (goods, tonnage of vehicle...) may create conflicts; it is required a deeper analysis.
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ANNEX 6. Survey questionnaire

% unchain

Template UNCHAIN-Survey-English

Participant information sheet and consent form
UNCHAIN
My name is Amparo Lopez Vicente, I am a researcher of the UNCHAIN Project in IBV (Instituto de

Biomecanica de Valencia). I would like to invite you to take part in an UNCHAIN Survey.

Please take time to read the following information carefully before you decide whether or not you wish

to take part.

‘What is the aim of the research?
This research project aims to boost the cooperation between public authorities and logistics

stakeholders moving towards climate-neutral and smart cities.

UNCHAIN praject will implement a standardised and reliable data exchange ecosystem supported by a
public-private collaborative framework that will allow the establishment of reliable data sharing
agreements, break data silos and make the urban freight data more available and accessible. Driven by
the unlocked data, an innovative set of 12 urban logistics services will be implemented to optimise the
allocation of urban space, improve the policy-making capacity of local authorities and optimise network

management and logistics operation.

‘Why have I been invited?
I have approached you hecause you are an eligible participant as a potential stakeholder involved in the
urban logistic ecosystem. I would be very grateful if you would agree to take part in this research

project.

‘What will I be asked to do if I take part?

If you are willing to participate in this research project, you will be asked to participate in a survey
focused on investigating initiatives to improve city logistics, grouped in four categories: land use,
environmental impact, traffic management, and service quality. It takes approximately 15 minutes to

complete this survey, and all of your responses will be kept confidential and anonymous.

Do I have to take part?

No. It's completely up to you to decide whether or not you take part. Your participation is voluntary.

‘What if I change my mind?
If you change your mind, vou are free to withdraw at any time during your participation in this research

project.

‘Will my data be identifiable?

After the survey, the research team conducting this research will have access to the ideas you share with
us. We will keep all personal information about you (e.qg., your name and other information about you
that can identify you) confidential, that is we will not share it with others. We will remove any personal

information from the written record of your contribution.
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How will we use the information you have shared with us and what will happen to the results of the
research project?

We will use the information you have shared with us only in the following ways:

We will use it for research purposes only. This will include (e.g., identify the public-private needs in the logistics
ecosystem, research reports, articles documents, and/or journal publication).

How my data will be stored

Your data will be stored in encrypted files (that is no-one other than us, the research team will be able to access
them) and on password-protected computers. The research team will store hard copies of any data securely in
locked cabinets in our office.

What if I have a question or concern?

If you wish to make a complaint or raise concerns about any aspect, please contact me and/or our research team.
However, if you wish to discuss with a person who is not directly involved in the research, you can contact Raquel
Marzo . The contact information is as follows raquel.marzo@ibv.org.

Researchers:

Amparo Lépez Vicente (amlovig@ibv.orq)

Carol Soriano Garcia (carol.soriano@ibv.org)

Juan E Giménez Pla (jugimen@ibv.org)

Head of unit:

Raquel Marzo Roselld (raquel.marzo@ibv.org

(Universitat Politecnica de Valencia, Camino de Vera s/n, Edificio 9C, 46022, Valencia, Spain, Tel: +34 96 111 11
70)

Thank you for considering your participation in this research profect.

CONSENT FORM
(consent form follows).

By filling in the following form, I declare:

L I confirm that I have read and understand the information sheet for the above research project. I have had
the opportunity to consider the information, ask questions and have had these answered satisfactorily.
Z. I understand that my participation is voluntary and that I am free to withdraw at any time during my

participation in this research project and within 2 weeks after [ took part in the research project, without giving
any reason. If I withdraw within 2 weeks of taking part in the research project my data will be removed.

8. I understand that any information given by me may be used in future reports, academic articles,
publications or presentations by the researcher(s), but my personal information will not be included and all
reasonable steps will be taken to protect the anonymity of the participants involved in this project.

4. I understand that the information I will provide is related to identify the public and private needs in the
urban logistics ecosystem, and to assess initiatives related to urban logistics organized in four categories (land use,
environmental impact, traffic management, and service quality) and its related information.

o I understand that any information I give will remain strictly confidential and anonymous and will be used
exclusively for this research project.

6. I understand that my name/my organisation’s name will not appear in any reports, articles or presentation
without my consent.

i I understand that my answers will be recorded, but my personal data (name, surname, email-address, ...)
will not be saved or linked to my answers, so my contribution is anonymous and that the data will be protected on
encrypted devices and kept secure.

8. I understand that data will be kept according to the University of Lancaster guidelines for a minimum of 10
years after the end of the research project.
2 I agree to take part in the above research project.

For further information about how Lancaster University processes personal data for research purposes and
your data rights please visit our webpage:
www.lancasterac.uk/research/data-protection
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* 1. Consent form: (required response to participate in the study)

D I have read the project information
D I accept the data protection policy

D I acceplt the participation in the study

Note: We recommend obtaining a printed version of the consent form by right-clicking in an empty area and

selecting 'Print' from the menu.

% unchain

Template UNCHAIN-Survey-English

1. USER CHARACTERIZATION

* 2. Please indicate your country of residence

() Germany () Spain
() Austria () Estonia
() Belgium () Finland
(") Bulgaria () France
O Cyprus O Greece
(") Croatia () Hungary
() Denmark () Ireland
(") Slovenia () Ttaly
() Slovakia () Latvia

() Other (please specify)

* 3. Please indicate your age:
() 1825
() 2635
() 3645
() 4855
() 5665
() e5+

O Prefer not to say

() Lithuania
O Luxembourg

O Malt

() Netherlands.
() Poland

() Portugal

() Czech Republic
() Romania

() sweden
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* 4 Please state your gender, as you self-identify:
Female
Non-binary
Male

() Prefer not to say

* 5. Please, indicate your main country and cities where you operate:

\ Germany Spain ‘™ Lithuania
() Austria Estonia Luxembourg
") Belginm ) Finland ) Malt
Bulgaria ) France ( Netherlands.
") Cyprus () Creece () Poland
( Croatia () Hungary Portugal
’ Denmark () Ireland \ ) Czech Republic
() Slovenia ltaly () Romania
x‘ Slovakia Latvia () Sweden

r ) Other (please specify)

6. Cities:

* 7. Please, indicate your professional profile related to logistics:
/: ) Public administration. Logistics regulator
Logistics planner
Logistics manager / Distribution manager
ﬁ Delivery person / dealer (delivery employee)
( Big retailer with distribution to private customer
‘ Small retailer with distribution to private customer

/ Other (please specify)
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Template UNCHAIN-Survey-English

2. DELIVERY MODE CHARACTERIZATION (FOR LOGISTICS PROFESSIONALS)

* 8. What type of product do you mainly distribute during your journey? Matrix response by
type and frequency. {You can choice more than one)

Several Twice - Twice - Urgent/on-
times a Once a foura tour a demand
day day week month  Occasionally deliveries Never Others

Metallurgy and
construction

O O ® ® O O O
Machinery

Automotive

Electronic devices
and computing

Household items
(furniture,
accessories,
removals...)

(N O EJO K J
L O L3O
(N O L3O
LN O R3O
LN O E30
L O £330
LN O E30
(N O R3O0

Textile: Clothing,
footwear and

accessories O O O O O O O O

(distribution to
point of sale)

Pharmacy,

drugstore and O O O O O O O O

cosmetics

Press, stationery

and elements for O O O O O O O O

advertising

Food, drink,

catering, cafeteria

(distribution to O O O O O O O O
point of sale)

E-commerce

deliveries.
Purchases of

household supplies,
cleaning, food, O O O O O O O O
takeaway food...

(distribution to the
consumer)

Other (please specify)
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* 9. Indicate the type of load you work, according to its weight: (you can choice more than
one)

| Light loads: these are loads that do not exceed 5 kg.

Medium loads: this type of merchandise has a minimum weight of 5 kg and a maximum of 25 per load unit.

Heavy loads: in this case, the weight varies between 25 kg and one ton.

‘7 Very heavy loads: greater than a ton.

*10. Indicate the type of client with which you relate:
" Point of sale / professional customer
) Private customer (at home)

) Both

*11. Please indicate the transport mode that you use: (you can choice more than one)
: Scooter
| Bike
Cargo hike
| Motorcycle
Car
| Small van (maximum load capacity of 800 kq)
i Van (up to 3,500 kg).
N1 truck (up to 3,500 kg).
N2 truck (between 3,500 kg and 12,000 kg).
N3 truck (exceeds 12,000 kg).

| Other (please specify)

* 12. Indicate the type of energy used by your delivery vehicle:
| Manual vehicle
| Electric vehicle
Hybrid vehicle
| Fuel vehicle

Hydrogen or gas vehicle

13. Indicate the year of registration of the vehicle you use (or the years if there are several):

[UNCHAIN] D2.2 — User needs of the main actors of urban logistics ecosystem

91



% unchain

* 14. Indicate the time you need each time you park to complete the deliveries:
O A delivery in less than 5 minutes
O Ome or several deliveries between 5 and 15 minutes
O Onme or several deliveries between 16 and 25 minutes
O One or several deliveries between 26 and 45 minutes
O One or several deliveries between 46 minutes and 1 hour
O Onme or scveral deliveries between 1 hour and 1 hour and a half

O More than 1 hour and a half

* 15. If you make more than one delivery per parking lot, what average number of deliveries
do you make each time you stop (for example, every time I park the vehicle I make 3-5
deliveries):

()12
(O35
()81
() 11415
() 16-20

O More than 20

% unchain

Template UNCHAIN-Survey-English

3. LOGISTICS SERVICE QUALITY (IMPORTANCE AND SATISFACTION) (all the

profiles)
* 16. From your point of view, which is the severity level of the following issues, related to
logistics?
Main incidence Critical incidence
{affects the (prevents the
Secondary incidence  functionality of the performance of the
Does not apply (small annoyance) scrvice) service)

Small areas for

loading and

unloading tasks, O O O O
according to the size

of the vehicle

Not enough loading
and unloading areas O O O O
Loading and

unloading areas very
far from the delivery

point (there is a long O O O O

distance and the

[UNCHAIN] D2.2 — User needs of the main actors of urban logistics ecosystem



% unchain

delivery time is
increased)

Occupation of

loading and —~ N —~
unloading areas by : 7 ;
non-delivery vehicles

Very limited time of
use of the loading
and unloading area
(insufficient for the
type of delivery)

Fines for exceeding
the established
loading and
unloading time

‘When releasing the

area on time and the

delivery is not —~ —~ =3
completed, you have : ; :

to look for a new

parking lot

Increased circulation
and greater mileage
are generated by
having to change the
loading/unloading
Zone

Public road not
suitable for delivery
(access, asphalt,
sidewalks, lack of
bike lanes...)

Access restrictions
to certain areas

Reduction in the
number of street
lanes

Difficult to park in
areas with bike lanes

Little tolerance from
citizens due to noise,
interference in
activity with
customers, different
needs depending on
the product...

Failed deliveries. You
do not have an
alternative place to
leave the parcel in
his absence or if he
cannot deal with you
does not attend to
you

Traffic congestion
problems (traffic
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jams, delivery time
delays...)

Difficulty in making
decisions to change
routes that avoid
congested areas.

Very restrictive
delivery schedule
(difficulties to
complete the daily
delivery)

Different regulations
in each city and
municipality
(difficult to know if
you meet the access
requirements)

Very restrictive
regulations (access,
noise, vehicle
tonnage, type,
age...)

Lack of information
to carry out efficient
delivery routes

Lack of electric
vehicle charging
infrastructure

Insufficient or poorly
targeted aid (does
not consider the
characteristics of the
sector)

Navigation apps and
shared data aimed at
monitoring the
activity

Too much delivery
points and vehicles
operating due to
home deliveries

Other problems (please specify)
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* 17. Please rate the importance of the following delivery and logistics requirements for you:

Not Less Somewhat
applicable No interest important important Important Essential

Fastest and safest
route to deliver a () () ()
parcel

Efficiency of the route
to reach the delivery
point (the least km)

Time in delivering the - - i i
product (loading and () . ()
unloading)

Delivery of the product N ~~ - = —~
in good condition A =, L) { (

Delivery of the product
at the agreed time
(punctuality)

Safety process for the
operator

Customer satisfaction [ ) () o) L) ()

Local regulatory
compliance
Delivery on the first — 7 . = —~

Delivery without order Py ~ ~ —~ o
confusion N e / )

Process agility

Monitoring/traceability
of the process

Being able to make
decisions during the
process

Reduce CO2

Reduce noise () . )
Reduce conflict and Py ~ et R 7

improve coexistence N =" N/ e o st

Incidence
management and
solution

Communication with % 3 \
the customer ~— — N/ L/

Alternative delivery
point when specific
restrictions occur

Other (please specify)
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*13. Please, indicate the level of satisfaction that do you have with the following
requirements currently:

Not Not Slightly Somewhat Very
applicable satisfactory  satisfactory  Satisfactory  Satisfactory  satistactory

Fastest and safest
route to deliver a
parcel

Efficiency of the route
to reach the delivery
point (the least km)

Time in delivering the
product (loading and
unloading)

Delivery of the product
in good condition

Delivery of the product
at the agreed time
{punctuality)

Safety process safety
for the operator

Customer satisfaction ) L)

Local requlatory . ' .
compliance ~ / At - N J

Delivery on the first i ’
T (

Delivery without order - iy y i ~
confusion % E

Process agility ( ) &

Monitoring/traceability
of the process

Being able to make :
decisions during the () () @
process

Reduce CO2

Reduce noise @ b

Reduce conflict and
improve coexistence

Incidence
management and
solution

Communication with ~ ~~ p
the customer ~ N ' :

Alternative delivery
point when specific
restrictions occur

@ unchain
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Template UNCHAIN-Survey-English

4. POTENTIAL IMPROVEMENTS DURING THE ROUTE (TRAFFIC
MANAGEMENT)

* 19. Four solutions to improve logistics related to traffic management are described below.
Select the requirements in which the measures will generate a strong positive impact:
(maximum three responses)

Linked solutions:

DATA STANDARDISATION microservices. To provide a data exchange ecosystem with
smart city data and logistics services.

PLANNING KIT for facilities operators and urban planners. To monitor and forecast
the freight demand and needs of UCCs for regulate and prioritize.

ACTIVE UVARs. By using georeferencing to digitalise UVAR and temporary regulations
and warn logistic drivers in advance.

ROUTE PLANNING. To leverage and exploit the existing traffic data to develop
advanced predictive models. Marks where the vehicle is and offer alternatives.

Requirements for each question:

NOT
APPLICABLE /
No solution
generates a
positive impact

DATA PLANNING ACTIVE ROUTE on this
STANDARDISATION KIT UVARs PLANNING requirement
Fastest and safest
route to deliver a D [:I D |:|

parcel

Efficiency of the route
to reach the delivery
point (the least km)

Time in delivering the
product (loading and
unloading)

Ll

Delivery of the product
in good condition

Delivery of the product
at the agreed time
(punctuality)

[
H pER ®

Safety process for the
operator

Customer satisfaction

Local regulatory
compliance

EEEEEE H pEE N
EREEEE H PEE H EEN =
HY H pEE B

O oo
HEEQEEE H BEE H W
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b Dynamic management of PICKUP/ DROP-OFF POINTS. Keys of the design and
features of these solutions to accommodate the interests of different stakeholders and
dynamically manage requests and priorities.

E IT POP-UP DELIVERY POINTS management tool. Allow authorities, parking and
UDCs/UCCs managers setting up geofences and reallocating public/private non-logistics
spaces as popup delivery areas on-demand.

Requirements for each question:

NOT
APPLICABLE
/ No solution
generates a

LOADING positive
ZONES PICKUP/ IT POP-UP impact on
EFFICIENT PLANNING CURB SIDE  DROP-OFF DELIVERY this
LAND USE TOOL MANAGEMENT POINTS POINTS requirement

e e
raswese alll Salesu
route to deliver a
parcel

Efficiency of the route
to reach the delivery
point (the least km)

Time in delivering the
product (loading and
unloading)

Delivery of the product
in good condition

Delivery of the product
at the agreed time
(punctuality)

Safety process for the
operator

Customer satisfaction

Local regulatory
compliance

Delivery on the first
try

Delivery without order
confusion

Process agility

Monitoring/traceability
of the process

Being able to make
decisions during the
process

Reduce CO2
Reduce noise

Reduce conflict and
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. . — L | B— | I—
improve coexistence

Incidence

management and D | I:‘

solution

Communication with
the customer

Alternative delivery
point when specific
restrictions occur

H ER ®

H uE H
H N
H N
H uE §
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Template UNCHAIN-Survey-English

6. OTHER ASPECTS TO IMPROVE THE LOGISTICS (ENVIRONMENTAL IMPACT)

* 21, Four solutions to improve logistics related to environmental impact are described below.
Select the requirements in which the measures will generate a strong positive impact:
(maximum three responses)

Linked solutions:

SUMPs AND SULPs GUIDANCE tool. To include the logistics in the decision-making
process of sustainable urban mobility (different alternatives to CO2 reduction, to unify local
regulations, to include metropolitan areas...)

KNOWLEDGE POWERHOUSE for urban logistics guidance tool.

Logistics operator MONITORING system AND INCENTIVES. Reward-based access
policy through the definition of geographical and temporal rules monitoring the drivers’
behaviour in daily operation against a “compliance index”.

Advanced Management IT Cockpit of SHARED FACILITIES. Space and cost-efficient
sharing of resources at urban logistics hubs and consolidation centres.

Requirements for each question:

NOT
APPLICABLE /
No solution
gencrates a
SUMPs AND MONITORING positive impact
SULPs KNOWLEDGE system AND SHARED on this
GUIDANCE POWERHOUSE INCENTIVES FACILITIES requirement

The fastest route to
deliver a parcel D I:‘ I:‘ D D
Efficiency of the route

to reach the delivery D D D D D

point (the least km)

Time in delivering the
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product (loading and
unloading)

Delivery of the product
in good condition

oY N
oY N
HY N

Delivery of the product
at the agreed time
(punctuality)

L]
[]
[]

Safety process for the
operator

Customer satisfaction

L] O
1 [
1 [

Local regulatory
compliance

Delivery on the first
try

Delivery without order
confusion

Process agility

Monitoring/traceability
of the process

Being able to make
decisions during the
process

Reduce CO2
Reduce noise

Reduce conflict and
improve coexistence

Incidence
management and
solution

Communication with
the customer

HY B pERE|E] § ERpEEEQ EH RER EEEE N pEE B
HE E g NNl B EEE NN N R EEEY H EEE W

HY H pEEE|N] H pEQ E QNN H BN
HY H gERE|N] H pER NN H BN
HY H gERE|N] H pER E BN H BN

Alternative delivery
point when specific
restrictions occur

C]
]
L]
[]
[]

22. Finally, if the entity you represent wants to appear as a collahorator in this study, indicate
the name of the entity:
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ANNEX 7. Survey results

UNCHAIN SURVEY
RESULTS

A study to analyze logistics and
distribution in Europe

@ unchain

UNCHAIN SURVEY
RESULTS

A study to analyze logistics and
distribution in Europe

‘& unchain
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USER CHARACTERIZACION

Overview

DELIVERY MODE CHARACTERIZATION

LOGISTICS SERVICE QUALITY

POTENTIAL IMPROVEMENTS DURING THE ROUTE
POTENTIAL IMPROVEMENTS DURING PARK AND DELIVER
OTHER ASPECTS TO [V PROVE THE LOGISTICS

SIGNIFICANT BIFFERENCES

CONCLUSIONS

0

USER
CHARACTERIZACION
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Introduction and Description of the study sample

Introduction

With the aim of obtaining the relative weight of the
most relevant aspects related to urban logistics
improvements identified through the qualitative
research, we performed a survey in seven different
countries. These countries are those represented in
the UPPER consortium by pilot sites, i.e. Berlin-
Germany, Florence-Italy, Madrid-Spain, Funchal-
Portugal, Mechelen-Belgium, Prague-Czech
Republic, and Riga-Latvia.

The answers were collected from November 8t
2023, to December 4th 2023.

Description of the study sample

* The overall sample consists of 654 users from
various European countries participating in the
UNCHAIN project, including Belgium, the Czech
Republic, Germany, Italy, Latvia, Portugal, and
Spain. The sample was not stratified, making it
representative of the overall population. The
gender distribution is 66% male and 32%
female.

* Geographically, the sample is predominantly
located in major cities such as Madrid, Prague,

Berlin, Riga, Florence, Lisbon, Funchal,

Brussels, Loulé, Porto, Siena,

Liverno, and others.

Rome, Pisa,

®
Description of the Study Sample
Question: Please indicate your country of residence
AR
4
Germany
Belgium Czech
Republic
|C0untr‘\es in which the survey has been conducted: FREQUENCY %
[spain 127 19.4%
Portugal 70 10.7%
Italy 113 17.3%
Germany 105 16.1%
Belgium 78 11.9%
Czech Republic 93 14.2%
Latvia 63 10.4%
TOTAL SAMPLE 654
®
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Question: Please indicate yourgge:

36,4%
28,0%
21,1%
8.0%
5,5%
b | [
1825 26-35 3545 4655 56-65 85+

Age

Age distribution follows a normal
curve, with the highest
population density occurring
between the ages of 26 and 55
(85.5%).

0,7%

Prafer not to

say

Sociodemographic and Professional Profile

Question: Please state your gender, as you self-

identify:
01%
\
32%
66%

R = Fublic
- 01% = Logisti
Logisti

= Female = Non-binary = Male Prefer not to say m
= ther

Gender

The gender distribution is 65.9%
male, 32.0% female, 1.0% non-

binary, and 1.0% prefer not to say.

Delivery person / dealer [delivery emploves)
= Big retaier with distribution to private customer
= Small retailer with distribution to private tustomer

Question: Please, indicate your professional profile

refated to fogistics:
18,0% V’a%
#
‘ 2 ]
8,

3%
21,8%

administration. Leglstics regulater
s planner
s manager/ Distribution man ager

(please specify)

Professional profile

The most representative group is
composed of “logistics
managers/distribution managers”,
followed by “logistics planners” and
individuals in public administration,

specifically "logistics regulators”. D

Countries and cities:

The countries with the
highest number of
responses are those
involved in the project,
although the sample has
been expanded to

00%

include all of Europe

The cities with the largest
sample size include :
Madrid, Prague, Berlin,
Riga, Flbre'nce, Lisbon,
Funchal, Brussels, Loulé,
Porto, Siena, Rome,

Pisa, Livorno, etc.

Sociodemographic and Professional Profile

Question: Please, indicate your main cauntry and cities where you eperate.

16,5%

Nadrid
Prague
Berlin
Riga
Florenee
Lishon
Furehal
Brussels
Loulé
porto
Sizna
Rome
Pisa
Liverno
Schaerbeel
Bruges
leper
Datgavpils
Barcelona
Mechelen
Lidge
Grosseto
2Zin
Zaventem
Prato
Pistoia
Kilan
Ligpaja
IViadeira
Coimbra
Beringen
Amberes
Saintvith
Pontedera
Ostrava
Manur
Manage
Lueea
Lelria
chaves
Braga
Aveiro
Arezzo
Others

Question: Cities

00%

15,2% U
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02

DELIVERY MODE

CHARACTERIZATION

The type of
product
primarily
distributed

The most widely distributed types of
products (in terms of frequency} are, in
descending order: “electronic devices
and computing”, "metallurgy and
construction”, and in the third category,
“food, drink, catering {distribution to

point of sale)”.

Question: What type of product do you muainfy distribute during your journey? Matrix response by
type and frequency. (You can choice more than one)

Electronic devices and computing 13,8% 110% £ 19,64 2,44
Metallurgy and construction 12,49%

Food, drink, catering, cafeteria (distribution to point of sale) 13,99 13,9%

Textile: Clothing, footwear and accessories (distribution to point of
sale)

Pharmacy, drugstore and cosmetics 157%  12,8% 29,04

14,29 13,9%

Household items (fumniture, accessories, removals...) 125% 12,8%

E-commerce deliveries. Purchases of household supplies, deaning, i
food, takeaway food... (distribution to the consumer) i 5

Automotive 12,2% 11.2%

Machinery 163%  11,6%

Press, stationery and elements for advertising 13.5% 145%

WSeveraltimesa day MOnceaday W Twice-feur aweek ® Twice -four amenth MOccasionally W Urgent/on-demand deliveries. M Never %the
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Question: Indicate the type of load you work, according to
its weight: (you can choice more than one)

Wery heavy loads: greater than a ton

I
Heaw Ipads: in thi th ht
eaw Ipads: in this case, the weight varies _ ke

between 25 kg and ore ton

Medium loads: this type of merchandise

e mmmmonacarsrend s N -

U ef 25 per Ibad un i

Lightloads: thess are loads that 6o not _
exceed 5 kg 40%

Type of Load

The predominant type of
distributed cargo consists mainly
of medium loads or light loads.

Type of Load, Client and Transport mode

Question: Indicate the type of client with which you Question: Please indicate the transport mode that you

relate: use: fyou can choice more than one)

Car

6, 5%

Van (upto3,500ke). NG 3G, 5%

30% 43% Small van {meaximum load capacicy of 800 k) IEEG_—SN 20,0%

M2 truck (between 3,500 kg and 12,000 kg).  MEG_—_— 23,0%
NLtruck {upto3,500 kel NG 20,7%
Metorcycle I 17,59
Bike I 17,6
= Point of sale / professional customer e e
N3 truck {exceeds 12,000 kg). M 10,3%

Seooter NN 7,9%

= Private customer {at home})

Both
Other iplease specify] Wl 3.1%

Type of client Tranport mode
The primary target clientele for The predominant types of vehicles
distribution consists used for distribution are as follows:
predominantly of “Point of cars (46.8%), vans (up to 800 kg)
Sale/Professional Customers” (35.3%), and small vans (30.9%)"
(43%)

[

Fuel vehide

Electric vehicle

Hybrid vehicle

Marual vehicle

Hydrogen or gas vehicle

delivery vehicle
I -
| B

Type of Energy used

The primary source of energy
used in vehicles is conventional
fuel (48.1%}, followed by electric
vehicles (36.3%).

Type of Energy used and Year of registration of the vehicle:

Question: Indicate the type of energy used by your

Question: Indicate the year of registration of the vehicle you use {or the years if there are severol)

i
B B
27
25
18 18
13
u
. 7
w2 5 455424345
ciatlonnninaninl

13501958 2000 2002 2003 2005 2006 2007 2008 2008 2010 2011 2012 2013 2014 2015 2016 2017 2018 2018 2020 2021 2022 2022

Year of registration of the vehicle 3‘% o
>

The majority of vehicles are EF) h W
1%

registered within the range of the
years 20716 to 2023 (72.2%)

= 1890-2002 = 2003-2007 = 2008-2011
2012-2015 = 2016-2019 = 2020-2023

()
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Time and Number of deliveries per parking lot:

Question: ndicate the time you need each time you park to complete the
tdeliveries:
15,1%

A delivery in less than 5 minttes
One or several deliveries between 5 and 15 minutes

One or several deliveries between 16 and 25 minutes

= One or several deliveries between 26 and 45 minutes e
= One or several deliveries between 46 minutes and 1 hour
= One or several deliveries between 1 hour and 1 hour and a

half 4 < : 23,3% .

= More than 1 hourand a half’

Time of park

The majority of deliveries are
completed within a short
timeframe, with a maximum of 25
minutes (62.3%).

Question: If you make more than one delivery per parking fot, what
average number of defiveries do you moke each time you stop (for
example, every time | park the vehicte | make 3-5 deliveries):

:”@ 27,9%

13,8%

12 35 «610 «1145 =1620 =Masde2l 25,1%

" 5 27,1%
Number of deliveries

The maximum number of
deliveries per stop is 10 deliveries
(80.1%).

(e

03

LOGISTICS SERVICE

QUALITY
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Lacal regulatory compliance N 141% 28
The requ | rements deemed most cruc Ial Alternative delivery point when specific restrictions occur - EERE 11,9% 8.2%

are Incidence management and solution - EREE 141% 2545

Process agility - RN 11,6% 275%
»  Delivery of the product in gocd

Time in delivering the product (loading and unloading) - EENNE 131% 575
condition. Maonitoring/traceability of the process - SN 1684 235%
s : Efficiency of the route to reach the delivery point ithe least -km) - ERSNIE' 12.8% 253%
+  Customer satisfaction Ed Pk ! - ;
Delivery on the first try - N 147% 22.9%
® Dehveryw‘thOUt order confusion Being able to make decisions during the process - INIEIN 163% 265%
O T L T e Fastest and safest route to deliver & parcel 7NN 12.5% b
Reduce conflict and improve coexistence - [EENEEN 15.05 26.6%
+  Safety process for the operator Reduce €07 « TNMI 1715 297%
. Red ise 5 16,7 it
+ Delivery of the product at the agreed educe nofse MM 167 e

time (punctuality)

ENotapplicable B Nointerest Less important Somewhat mportant  BImportant  BEssential

w
i
it

Ouestion: From your peint of view, which is the severity level of the following issues, refated
to fogistics? Average
1to3
§ 5 T D e o e S i e e e et i B
LO |St | CS Re | ate d ¢~ Traffic congestion problems (traffic [ams, delivery time delays..} 4n2% ZO 1,70 \l
g I Access restrictions to certain areas 38,1% ar 169 |
Ch | | | Occupation of loading and unloading areas by non-delivery vehices 38,7% 201% 1.69 :
a e n ges I Not enough Ioading and unloading arsas 3% LG 1,69 :
I Loading and unleadingareasvery far from the delivery point... IEFRE a0 aEFEE 167 |
\\ Public read hot suitable for dellvery (aceess, asphalt, sidewalks,... INVRCSI— 37,066 202% 1.65,’
FRiE aeTvET 2. o 15 hot haue sh st matye pTacs 5 oove The., TSEe i~ 355 T T T 16
Difficultto park in areas with bike lanes IRV A5 168% 0 1.61
Reduction in the number of street [anes  INVR— 3E2% TWRE 161
The key aspects to be improved in WVery restrictive delivery schedule (difficulties to complete the daily... EETRE——e— 381% TEFEEN 157
_ ) Very limited time of use of the loading and unloading area... ENENT————— 393% 5% 157
logistics are all related to traffic
Increased circulation and greater mileage are generated by having... ISR AN 382% TERE 156
management and loading/unloading When releasing the area on time and the delivery s not.. 3339 A6Hsm 155
areas (SiZE, occupancy, accessibility, Different regulations in sach city and municipality (difficult to.., 396% A% 155
\ Lack of electric vehicle charging infrastructure 334 19,5% 155
quantity, etc.).
Difficulty in making decisions to change routes that svoid... ENEFEEETET— /5% THEET 155
Lack of information to carry out efficient delivery routes IR £ AZEGN 154
Small areas for loading and unloading tasks, according to the size... 405% T 154
Little tolerance from citizens due to noise, interferance in activity.. 376% TN 153
Insufficient or poorly targeted aid (does not consider the.. IR — RS 365% IsEg 152
Fines for exceeding the established loading and unloading time ISV ——— 32,3% g 152
Very restrictive regulations (access, noise, vehicle tonnage, type,... ISR 345% agEE 151
Mavigation apps and shared data aimed at monitoring the activity 32,9% g 148
Too much delivery points and vehides operating dus to home... IESES 35,3 TwEE 148
mDoes not apply W secondary Inclelence (small anneyance}
Main incidence (sffects the functionality of the service) Critical incidence (prevents the performance of the service} %
Question: Plense rate the imporiance of the following delivery and logistics requirements for you: aige
e ey N | O O SO e . Ne— e O g
I i t f o f P Delivery of the product in good condition B 12,74 120,37 1 IR ;<. ™,
mporiance { : :
p | Customer satisfaction « NI 1064 2n i ST - I
. 1
delive ry an d i Delivery withaut arder confusion  IRE-11 3% s IR 315 |
|
- & | Communication with the customer - S 17 9% 24,25 [ i W =
I i
|Og | St | CS | Safety process for the operator + SEEEET0,7% 225 T 242 |
| |
L] R goss
requirements:
.

319

3

308

?
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Satisfaction of
delivery and
logistics
reguirements:

The requirements that are better
addressed, with a higher level of
satisfaction, include:

» Delivery of the product in goed condition
Customer satisfaction

Communication with the customer
Delivery without order confusion

Safety process for the operator

Local regulatory compliance

Question: Please, indicate the level of satisfaction that do you have with the following

requirements currentiy: Average
__________________________________________________ itos
i N,

" Delivery of the product in good condition JEERE13.8% 21 R 203
! Customer satisfaction « EENEF /69 32,550 NI 3.2
: Communication with the customer + EREBA12,1% 271% [ b D EEr e
: Delivery without order confusion . R 121% 2455 IR 2
I Safety process safety for the operator - [EGREE 12,5% 240% T .30
L Local regulatory compliance .« R 12:3% I 327
Delivery of the product at the agreed time {punctuality}, % 145% 2665 I 325
Alternative delivery point when specific restrictions occur [EEER 144% 26,6% EETEE 306
Monitoring/traceability of the process - BN 131% 274% T 200

Being able to make decisions during the process - g 161% 25.8% T 223

Time in delivering the product {loading and unloading) - EREE 14,45 27.8% T 222

Fastest and safest route to deliver a parcel « 11,65 281% T 3.2l

Efficiency of the route to reach the delivery point {the least km) IS 180% »ex TR 321
Process agility . SN 1384 3084 T 320

Delivery onthe first try < S 157% 254% ST 3.0

Incidence management and solution - IR 163 w0y ST 210

Reduce conflict and improve mexistence - ERIINEN 15 0% 3914 I 21

Reduce CO2 TR 17.9% 29,14 N co0s

Reduce noise  TENMEE 16.5% 27.3% T 20

W Not applicable B Not satisfactory Slightly satisfactory Somewhat Satisfactory M Satisfactory M Wery satisfactory Q.

3,70
3,60
- e ——— There is a high correlation
; i :
Delivery of the prodict in gooT s, between importance and
coneition \\
Communication with the cusmmir ‘| SatISfaCtlon (0'96); the
A | S e J requirements considered more
iy Monit 4 bility of th s B
: I .o oo g SN P70 _.-”" important are beter resolved.
i - ~, \‘ Delivery withimrmrhereonfirstaT
= T i delverng e ot oaing i ploaing) | e Standouts as the most
- Being able to make decisiong :
B i - Satervmotas e apean important and well-addressed
2 ¥ Delivery ofthe product atthe agreed i
i T — tim (punctuality aspects include the product
320 & parcel "\ Altemative delivery point when specific o . 7
pi e arriving in good condition and
s Gl Ty | Delveryon the st try customer satisfaction.
Process agility
310 @ Reduce confiztand mprove Conversely, what stands out as
toexistence i
less important and less well-
Reduce rioise — Reduce CO2 resolved includes noise and
3,00 .
CO2 reduction.
290
2,90 3,00 310 3,20 330 340 3,50 3,60 370 %
Importance (110 5}
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04-05-06

: POSITIVE IMPACT OF THE KEY
\ EXPLOITABLE RESULTS (KERs)

KER2_VMZ. SUMPs and SULPs guidance tool

KER3_|BY. Freight Efficiency Land Use

KER4_VMZ. UCC locetion and integrated planning KIT

KERS5_FTRA. On-street loading zones planning tool

KERE_MUN|. Active UVARs and city regulations tools

KER7_EITUM. Knowledge powerhouse for urban logistics
KER8_ETRA. Dynamic curb side management

KER9_MUNI, Bynamic management of pick-up/drop-off points
KER10_ETRA. [T Pop-Up delivery points managemient tool
KER11_MUNI. Logistics operator monitoring system and incentives tool
KER1Z_VMZ. Congestion forecasting and safe route planning
KER13_ETRA. Advanced Management IT Cockpit of Shared Facilities

?®

04

POTENTIAL
IMPROVEMENTS
DURING THE ROUTE
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POTENTIAL
IMPROVEMENTS
DURING THE
ROUTE (TRAFFIC
MANAGEMENT):

The most relevant traffic management
KERs {key exploitable results), for
improve the delivery routes, are:

- Route planning
- Planning kit

All the traffic management KERs
generate a positive impact on logistics
requirements.

NOT
APPLICABLE
|/ No solution
WHAT AND HOW MATRIX gener.aTesa
positive
KER4 KER12 impact on
KER1 DATA PLANNING |KER6 ACTIVE ROUTE this
STANDARDISATION KIT UVARS PLANNING [requirement |
Fastest and safest route to deliver a parcel 31.0% 23.7%
Efficiency of the route to reach the delivery
oint ithe 3zt km} 25.9% 25.9%
Time in delivering the product {loading and
unioading] 27.4% 26.4%
Delivery of the product in good condition 24.4% 27.8%
Delivery of the product at the agreed time
(punctuality} 25.2% 27.0%
25.3% 28.0% i |
25.9% 27.4% 30.8% 9.4%
31.9% 25.8% 10.1%
Delivery onthe first tr 27.4% 9.9%
Delivery without order confusion 24.4% 25.2% 10.7%
30.5% 29.2% 9.4%
28.1% 31.3% 8.8%
Being able to make decisions during the
26.1% 27.4% 10.7%
28.6% 30.0% 11.5%
Reduce noise 30.2% 24.5% 14.8%
[Reduce conflict and improve coexistence 28.5% 12.5%
Incidence management and solution 25.4% 11.6%
iCommunication with the customer 25.8% 12.4%
laltarnative delivery point when specific
Wr — 21.8% 10.1%
TOTAL 30.4% 10.1%

POTENTIAL

IMPROVEMENTS
DURING PARK AND
DELIVER

[UNCHAIN] D2.2 — User needs of the main actors of urban logistics ecosystem

111




unchain

POTENTIAL
IMPROVEMENTS o

DURING PARK AND |
DELIVER (LAND T e T T

Efficiency of the route to reach the delivery point (the

U S E) Jast km, . 3 27.0% 13.8% 5.6%
.
.

NOT
APPLICABLE
/No
solution
generates a
LOADING |KERS CURB|  KER9 KERIOIT | positive
ZONES SIDE PICKUR/

[Time in delivering the product {loading and unloading . 5 20.6% 2 15.2% 5.1%
Delivery of the productin good concition 16.3% 10.5%

The most relevant land use KERs (key . T

Delivery of the product atthe sgresd time (punctuality 7.0%
exploitable results), for improve the park 2.5%
Customer satisfaction X % 10.3%
and delivery activities, are: Local regulatory compliance . ; % 5.0%
Delivery on the first tr: E 34, 6. 7.2%
_ Loadin z0nes Iannin tOOl Delivery without order confusion N s 3 i 2.7 % 5 113%
g p g Process agili % 3¢ 5 % 3 8.2%
9.5%
- Pick up / Drop off points 12.0%
12.0%
e 12.7%
All the land use KERs generate a positive .
§ ) ¥ Incidence management and solution .| i 4 13.3%
ImpaCt on |Og|StICS reqUIrementS' Communication with the customer & 8 i 135%

lternative dellvery point when specific restrictions

:

9.6%

06

POTENTIAL

ENVIRONMENTAL
IMPACT
IMPROVEMENTS
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POTENTIAL
ENVIRONMENTAL
IMPACT
IMPROVENTS:

The most relevant KERs (key exploitable
results), for improve the environmental
impact, are:

- Monitoring and incentives
- Knowledge powerhouse

All the KERs related to environmental
impact generate a positive impact on
logistics requirements.

NOT
APPLICABLE
No solution
WHAT AND HOW MATRIX generates a
KER13 IT positive
KER2 SUMPs KER?7 MONITORING| Cockpitof | impact on
ANDSULPs | KNOWLEDGE SHARED this
GUIDANCE |[POWERHOUSE| INCENTIVES | FACILITIES requirement
Fastest and safest route to deliver a parcel 2.1 1% i % 22.8% 6.7%
Efficiency of the route to reach the delivery
oint (the last km) 30.6% 39. 21.2% 5.9%
[Time in delivering the product (loading and
unloading) 25.2% 26.3% 7.1%
Delivery of the product in good condition 20.8% 24.5% 12.3%
iDelivery of the product at the agreed time
(punctuality) 25.2% 75.5% 8.8%
Safety process for the operator 22.3% 25.6% 10.1%
ICustomer satisfaction 22.0% 26.1% 11.2%
Local regulatory compliznce 26.8% 21.8% 8.7%
Delivery on the first try 21.5% 21.2% 9.8%
Delivery without order confusion 22.9% 22.1% 11.2%
Frocess agility 23.4% 24.8% 7.9%
Mbnitoning-[tra-ceability of the process 22.4% 22.8% 8.2%
Being able to make decisions during the
rocess 23.6% 22.6% 11.4%
Reduce CO2 28.4% 21.6% 11.5%
Reduce noise 25.8% 21.2% 11.7%
Reduce conflict and improve coexistence 26.4% 24.2% 13.1%
Incidence management and solution 21.8% 21.5% 10.6%
ICommunication with the customer 18.4% 24.2% 12.5%
IAlternative delivery point when specific
i r 22 3% 26 3% 9. 1%
TOTAL 24.5% 23.5% 9.9%

07

SIGNIFICANT

DIFFERENCES
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SIGNIFICANT GENDER DIFFERENCES (1):

The significant gender differences occur only in the type of load, with men being the ones who predominantly handle
heavy load distribution. However, there are no significant differences in handling light, medium, and very heavy loads.

Gender and Load Type Differences
315

310

305

300

I
{
I
1
I
1
|
|
1
|
|
I
I
1
1
I
I
I
|
I

Light loads Medium loads Very heavy loads

—\W/oman =—Man

fe2)

SIGNIFICANT GENDER DIFFERENCES (lI1):

There are also significant differences in the type of transportation used, with men significantly using more than
women: scooters, large vans, and trucks N1 and N2.

Gender and Transportation Type Differences

'.’ \] G ‘\\
o / )
310 1 | |
! I
| |
|
300 | I
! I
| | |
290 I | |
| ! I
l |
! I I
280 | | I !
| | 1 |
| | | ’
| I
270 | |
| l ! |
| |
| | 1 |
| |
60 | I I
| Seooter | Bike Cargo bike Motoreycle car Small van [masimum Van up @ 3500 kg). N1truek {upto3500 N2 truek (beween | N3 truck lexceeds
| | load capacity of 80D kgl. 3,500kg and 12,000 | 12,000 kg).
ke 5\ kgl
| P \ /
- TN =5 re
—Woman —Men LT SR S S EeT T e ’

P

[UNCHAIN] D2.2 — User needs of the main actors of urban logistics ecosystem 114



% unchain

OTHER SIGNIFICANT DIFFERENCES (III):

TYPE OF LOAD:

»  When carrying light loads, they use more scooters, bikes, cars, and small vans. However, when dealing with very
heavy loads, they rely more on heavy-duty transportation, as expected.

TYPE OF ENERGY:

* Emphasize that when they have to distribute very heavy loads, they either do not use manual energy or use less
manual energy.

CRITICAL INCIDENCE:

= Inlight loads, the aspect related to "Different regulations in each city and municipality (difficult to know if
you meet the access requirements)” becomes significantly more critical.

*  Within the medium loads, aspects related to “Little tolerance from citizens due to noise, interference in
activity with customers, different needs depending on the product...” and “Insufficient or poorly targeted
aid' become significantly more critical”.

*

OTHER SIGNIFICANT DIFFERENCES (IV):

CRITICAL INCIDENCE:

» In heavy loads, aspects related to are significantly more critical:

» Increased circulation and greater mileage are generated by having to change the loading/unloading
zone,

+ Very restrictive regulations (access, noise, vehicle tonnage, type, age...),
» lLack of electric vehicle charging infrastructure and
* MNavigation apps and shared data aimed at monitoring the activity.

* Invery heavy loads, the aspect related to "Little tolerance from citizens due to noise, interference in activities

with customers, and varying needs depending on the product” becomes more critical.

IMPORTANCE AND SATISFACTION:

* In light loads, the level of satisfaction is highlighted in terms of “Delivery of the product in good condition™ and
“Being able to make decisions during the process”.

* In medium loads, highlighted the importance of “Reduce noise” and the satisfaction of: “Fastest and safest
route to deliver a parcel”, “Reduce conflict and improve coexistence” and “Incidence management and
solution”.

2
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OTHER SIGNIFICANT DIFFERENCES (V):

IMPORTANCE AND SATISFACTION:

* In heavy loads, highlighted the importance of “Delivery on the first try”, “Monitoring/traceability of the
process”, “Being able to make decisions during the process”y “Reduce conflict and improve coexistence”.

» Finally in very heavy loads, highlighted the importance of “Alternative delivery point when specific restrictions
occur”.

)

08

CONCLUSIONS
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(punctuality).

their distribution.

change the loading/unioading zone.

relevance for a heavy goods.

IMPORTANCE AND SATISFACTION CRITERIA:

* There is a high correlation between importance and satisfaction (0.96); the requirements considered more important are
better resclved, which are: Delivery of the product in good condition, Customer satisfaction, Delivery without order confusion,
Communication with the customer, Safety process for the operator, and Delivery of the product at the agreed time

= The most widely distributed types of products are electronic devices and computing, metallurgy and construction, and in the
third category, food, drink, catering (distribution to point of sale). Many of them use large vehicles (large vans and trucks) in

= Heavy loads (men being the ones who predominantly handle heavy load distribution) have greater critical incidences in issues
such as: Very restrictive reguiations due to their features {access, noise, vehicle tonnage, type, age...), Lack of electric vehicle
charging infrastructure, Navigation apps and shared data aimed at monitoring the activity, Little tolerance from citizens due
to noise, interference in activities with customers and Increased circulation and greater mileage are generated by having to

= Finally, Delivery on the first iry, Monitoring/iraceability of the process, Being able io make decisions during the process and
Afternative delivery point when specific restrictions occur, are interesting aspects to improve to a better satisfaction due their

®
I M P ROVE NTS - The fastest route to deliver a parcel

Time in delivering the product (loading and unloading)
All the identified requirements are linked with one or ;‘:_"f’ery fot:e it at t:e :grdetle.d Sl (.pun;tulallty)k
more than one UNCHAIN KER {key exploitable result}. sy Hheftouie t(_) reaeh g SR peint.{he leastlom)

Delivery of the product in good condition
The most strength relationships are established with Customer satisfaction
the next requirements: The fastest route to deliver a Local regulatory compliance
parcel; Time in delivering the product (loading and Delivery on the first try
unloading); Delivery of the product at the agreed Delivery without order confusion
time (punctuality). Monitoring /traceability of the process

o Alternative delivery point when specific restrictions occur
The most valuatgd KER are: Morytorlng and Safety process for the operator
incentives; Loading zones planning tool; Knowledge p i
. ‘ S rocess agility

powerhouse; Planning kit ; o y

Being able to make decisions during the process
The requirements that are perceived to be outside Reduge CO_Z
the scope of the KEYs, are: Safety process for the Reduce noise
operator; Process Agility; To make decisions during the Reduce conflict and improve coexistence
process; Reduce CO2; Reduce neise; Reduce conflict and i .
improve coexistence; Incidence management and Incidence management and solution
solution; and Communication with the customer. Communication with the customer

®
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ANNEX 8. Data summary

DATA Format Responsible Storage Storage Integrity Compatibility Confidentiality
with  other
(where) (for how
activities
long)
Delphi 1* 5 years from ISO 27001
pptx J.Giménez IBV project
round )
conclusion
Delphi 2™ 5 years from ISO 27001
round xlsx A.LSpez IBV project
conclusion
(questionnaire)
5 years from ISO 27001
Netnography xlsx C.Soriano IBV project
conclusion
5 years from ISO 27001
Survey xlIsx C.Soriano IBV project
conclusion
UK Research

and Innovation



