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The NPCIL was completed across a period of 8 weeks

Key Activities 1 4

Key Sessions

Prepare for Lab phase

Conduct interviews 
with key stakeholders

Conduct data gathering 
and data analysis

Develop initiatives with 
tangible outcomes

Finalise KPIs and budget

Summarise issues and 
potential solution areas

Finalise Lab Report

5 7

Refine initiatives and 
implementation plans

Week 2 3 6

Phase 3: 
Post-Lab

Phase 1: Pre-Lab Phase 2: Lab

8

TownhallLab Kick-Off CEO Session #1

CEO Session #2

Closing
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Prior to the Lab, the following stakeholders were interviewed to 
gain some preliminary insights into key pain points and possible 
solutions

Interviews conducted

Government

Key Industry Players (across all licence classes A, B, C)
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There were 108 Lab members from 35 organisations that 
participated throughout the Lab phase

Government Agencies

Key Industry Players
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NPCIL set ambitious aspirations on improving the courier industry 
for both the Rakyat and Industry Players through a 5-year strategic 
roadmap

Committed Quality of 
Service set by Industry 
& Government;

Industry-led 
digitalisation projects; 
and Courier Coverage 
Mapping;

Strengthening of 
licensing regulatory 
framework

Outcomes National Aspirations

First-class Quality 
of Service for the 
Rakyat

Improved 
integration of last-
mile delivery

Seamless customer 
experience
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*: parcel per capita calculation as of December 2020 (MCMC Analysis)

NPCIL focuses on the courier industry’s growth and sustainability 
of its industry players, with the following True North; of which 8 
initiatives were developed in this Lab

TRUE 
NORTH

Achieving Industry Sustainability
Pillar 1

• Parcel Point Network 

• Asset Sharing and Collaboration 
with Posmen Komuniti

• Parcel Commercial Vehicle 
Enhancement Proposal

• Incentives to support Industry 
Sustainability

1

2

3

4

Delivering Quality of Service and Seamless Coverage to all Malaysians 

sustainably to support the projected eCommerce Industry growth

from 14 parcels* per capita to 30 parcels per capita by 2025

First-Class Quality of Service 
(QoS) and Coverage-backed Growth

• QoS Standards Disclosure and 
Insurance Policy 

• Licensing Framework Review

• Courier Infrastructure Network 
Map

• National Address System

5

6

7

8

Pillar 2
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The NPCIL outcomes is used for MCMC to craft the Pelan 
Accelerator Kurier Negara (PAKEJ) which will entail a 5-year 
strategic roadmap

NPCIL Outcomes

Rebranding and communication to Rakyat
• Expected Quality of Service 

(QoS) on Courier Delivery with a 
more holistic view towards 
licensing regulations

• Full suite of last-mile pick-
up/delivery options: Shifting to 
the PUDO concept

• Seamless customer experience 
of Courier Service Delivery 
through innovation/technology 
and digitalisation

Strengthening of 
licensing regulatory 
framework

Committed Quality of 
Service set by Industry & 
Government;

Industry-led projects that 
will achieve first-class 
QoS, and ensuring growth 
and sustainability

Courier Infrastructure 
Network Mapping
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Pillar 1 focused on achieving industry sustainability, where the 
Lab developed 4 initiatives

TRUE 
NORTH

Achieving Industry Sustainability

• Parcel Point Network 

• Asset Sharing and Collaboration 
with Posmen Komuniti

• Parcel Commercial Vehicle 
Enhancement Proposal

• Incentives to support Industry 
Sustainability

1

2

3

4

Delivering Quality of Service and Seamless Coverage to all Malaysians 

sustainably to support the projected eCommerce Industry growth

from 14 parcels* per capita to 30 parcels per capita by 2025

First-Class Quality of Service 
(QoS) and Coverage-backed Growth

• QoS Standards Disclosure and 
Insurance Policy 

• Licensing Framework Review

• Courier Infrastructure Network 
Map

• National Address System

5

6

7

8

Pillar 2Pillar 1

*: parcel per capita calculation as of December 2020 (MCMC Analysis)
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Initiative 1: Parcel Point Network  

Current issue(s): Missed deliveries occurs on first and second attempts as consumers may not be at home
to receive their deliveries. 

Initiative / Project Details:

Improve collaboration between PUDO providers, e-marketplaces and 
courier service companies to improve the adoption of PUDO

Parcel lockers
Retail PUDO 

points*

Courier providers

*including 
Pusat Internet 
Komuniti (PIK)

Purpose of the Parcel Point Network:

• Collaboration between eCommerce players/marketplaces, couriers, parcel 
locker providers & MCMC

• Inter-operable platform available for use by all courier players

• Improve synergy among PUDO providers, Courier Services and MCMC to 
elevate the usage of PUDO



9USO: Universal Service Obligation

Initiative 2: Asset Sharing and Collaboration in Posmen Komuniti 

Current issue(s): Last-mile parcel delivery in underserved rural areas is not ubiquitous due to 
dispersed population density and challenging geographical terrains. 

Initiative / Project Details:

Expansion of network coverage for courier industry players while 
improving the livelihood for the Posmen Komuniti

• Optimising cost of delivery and 
expansion of network coverage

• Improving the economic earnings of 
Posmen Komuniti which have been faced 
with declining mail volumes

• Enable additional services such as mobile 
reload/bill payment to improve 
livelihoods of Posmen Komuniti

Benefits of the Posmen Komuniti Sharing and Collaboration Programme

Posmen KomunitiDelivery of 
mails under 

the USO

Delivery of parcels for 
courier companies on 

commission basis

Three days a week
Remaining three days 

of the week
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Initiative 3: Parcel Commercial Vehicle Enhancement Proposal

Current issue(s): Existing commercial vehicle regulation restricts alternative for the industry 
to optimize their fleet serving last-mile delivery

Initiative / Project Details:

Industry growth through the consideration of expanding further on 
the current commercial vehicle regulation

Electrical three-wheelers (3W) as an allowable commercial vehicle

To obtain 
approval on 
use of 3W 

for 
commercial 

use

Assessment of 
vehicle type by 

JPJ and 
proposal by JPJ 

to MOT for 
policy change

Engagements 
with 

MOT, JPJ, 
MIROS and 

MCMC 

AMEC to send 
proposal paper

justifying the 
use of

new commercial 
vehicle type

1 2 3 4

Benefits of three-wheelers
• 15 times capacity of normal rider delivery box
• Lower acquisition and operating costs than 

van/truck
• Improve productivity and lower down cost
• Environmentally friendly
• Protects riders from bad weather

Next steps
• Further discussions with MOT to consider three-wheelers for commercial use 

with technical drawings of chosen three-wheelers



11

Initiative 4: Digital Transformation to support Industry Sustainability

Current issue(s): Industry players yet to fully embrace digitalisation despite many incentives 
made available by the government.

Initiative / Project Details:

Available grants and incentives to qualified players to boost industry 
digitalisation and sustainability

Key focus 
areas of the 

Courier 
IndustryDigitalisation

People

Standards

Coverage

MIDA industry 4.0 
(INDUSTRY4WRD 

Incentives)

Upskilling 
Initiatives/
academy

MDEC 
Digitalisation 

Grant

MIDA Domestic 
Investment 

Strategic Fund 
(DISF)

Digital 
Transformation 

Acceleration 
Program (DTAP)

Available 
incentives non-

exhaustive

MIDA 
Integrated 

Logistics 
Services 

Incentives

MIDA 
Cold Chain 
Facilities 

Incentives

MCMC Incentive Based 
Regulation 

National Parcel Exchange 
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Pillar 2 focused on achieving first-class quality of service and 
coverage-backed growth, where the Lab developed 4 initiatives

TRUE 
NORTH

Achieving Industry Sustainability

• Parcel Point Network 

• Asset Sharing and Collaboration 
with Posmen Komuniti

• Parcel Commercial Vehicle 
Enhancement Proposal

• Incentives to support Industry 
Sustainability

1

2

3

4

Delivering Quality of Service and Seamless Coverage to all Malaysians 

sustainably to support the projected eCommerce Industry growth

from 14 parcels* per capita to 30 parcels per capita by 2025

First-Class Quality of Service 
(QoS) and Coverage-backed Growth

• QoS Standards Disclosure and 
Insurance Policy 

• Licensing Framework Review

• Courier Infrastructure Network 
Map

• National Address System

5

6

7

8

Pillar 2Pillar 1

*: parcel per capita calculation as of December 2020 (MCMC Analysis)
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Initiative 5: QoS Standards Disclosure and Insurance Policy

Current issue(s): Licensees’ Quality of Service standards and offerings may not be easily accessible via the existing 
consumer touchpoints

Initiative / Project Details:

Establishing self-regulated QoS standards to ensure the industry 
remains competitive and consumers receive high quality service

Guaranteed Service Basic Service

Introduction of tiered services by industry players which specifies delivery 
timeframes to consumers and provides compensation for failing to meet them 

• Service Level Agreement (SLA): To 
be determined by the industry i.e. 
Same day or next-day delivery 

• Guarantees the delivery time 
frame while providing 
compensation for failure to meet 
promised standards

Impact: 
• Provides consumer with the option to decide on delivery timeframe
• Provides full transparency to the public in terms of QoS standards
• Consumers will be entitled for compensation of delivery charges for 

non-compliance of SLA

Disclosure of Insurance Provision by Licensees
• All licensees to provide insurance and require consumers to declare 

the value of goods and items if it exceeds the liability limit. 
• Consumers will have the option to opt out from insurance coverage.

• SLA: to be determined by the 
industry

• Failure to meet the SLA + 3 days 
standard will result in 
compensation for the consumer
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Initiative 6: Licensing Framework Review

Current issue(s): The current licensing framework needs to be updated to ensure all licensees meet the 
national aspirations (Reliability, Reach, Relevance, Resilience)

Initiative / Project Details:

New players have emerged to service last-mile delivery .e.g. parcel lockers,
PUDOs, p-hailing and other new technologies operated by 3rd parties.

Parcel forwarding & 
shipping

Clearance, consolidation and 
sorting

Last mile delivery

Parcels from 
local sender

Parcels from 
overseas sender Freight

Customs 
clearance

Customs Bonded 
warehouse

Central sorting centres / 
eCommerce warehouse

Recipients

Local hubs / 
branches

Local hubs / 
branches

or

or

Via drop off point 
or pick-up service

Domestic flight between 
WM and EM

Delivery truck provided 
by courier companies

eCommerce products stored in warehouse before sales

Self
Pickup

Revised Licensing Framework to ensure licensees fulfill the National 
aspirations including in the rural areas.
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Initiatives 7 & 8: Courier Infrastructure Network Map & National 
Address System

Current issue(s): The current courier industry digital infrastructure needs to be enhanced 
to further develop forward-looking policies and resource planning 

Initiative / Project Details:

A holistic digital infrastructure of courier coverage areas for future 
planning, including a National Address System for granular visibility 

Big data mapping to include 

EmploymentInfrastructure

Services

Vehicles

Parcel Traffic Financial
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A Steering Committee is to be established to resolve issues and 
provide direction to Courier Licensees on plans moving forward, 
facilitated by MCMC’s PMO

Initiative level

Ministry level

• Progress of PAKEJ initiatives 
against target

• Resolve issues at Ministry level

• Monitor progress of PAKEJ

projects and initiatives against 
target

• Discuss project updates and 
measure against project timelines

• Resolve issues at MCMC level

PAKEJ Steering Committee*
Chair: YB Minister KKMM

Secretariat:
• MCMC PMO

Members:
• KKMM KSU
• KPKT KSU
• MOT KSU
• MCMC Chairman

PAKEJ Pre-Council Steering Committee Meeting
Chair: MCMC Chairman

Secretariat:
• MCMC PMO

Members:
• MCMC Initiative owners
• Other initiative owners (i.e. AMEC, 

Courier Licensees by invitation)

Pillar 1:
Achieving Industry Sustainability Initiatives

• Progress meeting between MCMC State 
offices, AMEC, Courier Licensees’ CEOs

• Working-level meeting between 
initiative owners

Unresolved issues are escalated to

Unresolved issues are escalated to

• AMEC
• Courier Licensees’ CEOs
• Other Government 

agencies (by invitation)

• Discuss updates and measure 
against timelines

• Resolve issues at initiative level
• Updates at initiative level will be 

monitored by PMO
• PMO can access to the initiative 

monitoring dashboard in CIMS 
executive view

Programme Management Office (PMO)

Pillar 2:
First-Class Quality of Service (QoS) and 

Coverage-backed Growth Initiatives

• Progress meeting between MCMC State 
offices, AMEC, Courier Licensees’ CEOs

• Working-level meeting between 
initiative owners
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Moving forward, PMO will commence monitoring and problem 
solving the PAKEJ recommendations

Q1 2021 Q3 2021

• Monitoring & reporting and PAKEJ 
recommendations

• Convene 1st Steering 
Committee Meeting

• Reporting and problem 
solving of PAKEJ 
recommendations

2021/2022

• Ongoing monitoring, 
reporting and problem 
solving of PAKEJ 
recommendations  

MCMC to develop and rollout the communication plan to Rakyat 



Thank You


