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• Economic growth moderating amid external headwinds

• Inflationary and monetary policy

• External trade and currency dynamics

• Structural challenges and opportunities

Macroeconomics and Market 
Trends
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Group Financial Highlights
FY2024

RM ‘billion FY2024

Group Revenue 1.85

Postal 1.03

Logistics 0.26

Aviation 0.37

Others 0.19

Group Loss Before Tax (0.18)

Source: Pos Malaysia Annual Report 2024
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Phase 2: Transform The Core
•  Cultural transformation
• Operational excellence
• Restructured customer journey
• Digitalization
• Growth and quality 

Phase 3: Growth Initiatives
• A great parcel delivery 

company, that also 
delivers mail

• Value creators: Retail, 
Fulfillment, International

Phase 1: Fix the Basics
• Service improvement
• Cost reduction

PHASE
THREE

PHASE
TWO

PHASE
ONE

Our
Purpose

We are passionate
about building trust to

connect lives and businesses
for a better tomorrow

Our Customer Promise
We deliver

We connect
We improve lives

Our Values
Own It • Build Trust •

One Team • Drive Innovation •
Move Fast • Delight Customer

Leadership and Culture

Highly 
Motivated,
Engaged,

Safe Employees

Delivering A
Great Service

and Delighting
Our Customers

Delivering a
Profitable
Network

Brand

Digital Technology And Data

Environmental, Social, Governance

Our Guiding Principle
Strive to be an organization that delivers great results, without 

compromising on respect

PHASE
FOUR

Phase 4: Delivering A Better Tomorrow
• Best people, service, great customer 

experience and a renewed business 
model, delivering a significantly better 
bottom line 
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Our transformation roadmap
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#1: Highly motivated, engaged and safe employees

Employee Engagement

2021 2022 2023

70%

86%

76% 75%

2024

Women in Leadership

40.9%

40.4%

38.0%

2021 2022 2023 2024

46.0%

Lost Time Injury Frequency Rate

2021 2022 2023

3.91

3.3 3.15

2.99

2024
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Source: Pos Malaysia Employee Survey and Kyzense Source: Pos Malaysia OSH report Source: Pos Malaysia People Statistics



© Pos Malaysia Berhad. All rights reserved. Confidential.© Pos Malaysia Berhad. All rights reserved. Confidential.

Parcel Service Level

*57%

90%
94% 93%

2021    2022 2023 2024

Retail Net Promoter

Score

2021 2022 2023

86
77

32

92.5

2024

96%

Mail Service Level

*51%

82%
93%

2021 2022 2023 2024
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#2: Delivering a great service and delighting our 
customers
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*Aug 2021

Source: Pos Malaysia Finance Masterfile

*Aug 2021

Source: Pos Malaysia Test Letter 

Monitoring System (TLMS) Report
Source: Pos Malaysia Qualtrics System
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#3: Delivering a profitable network
Despite our efforts, the transformation plan has yet to deliver the financial 
results we expect
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Source: Pos Malaysia Annual Report 202410
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Retail

• Declining footfall, digital substitution

• USO mandate >1,000 touchpoints

• Increasing labor costs

Footfall Trend

So, what is fundamentally the problem

Parcel

• Highly competitive with >100 licenses

• 67% of parcels from 'platforms', and 

70% of the 67% insourced

• 'Platform' masking

• Declining yields

Parcel Volume Trend

Masking

• Declining mail, digital substitution 

• Increasing addresses, less density

• USO mandate to deliver everywhere

• Increasing labor costs

Mail
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Source: UPU  report and Pos Malaysia Annual Report 2024 Source: Kearney Report and Pos Malaysia Annual Report 2024
Source: QMS. 

Note: QMS footfall data available from 2018 onwards
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Our challenges are not unique, Postal Operators 
around the world are facing the same..
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And the current Malaysian domestic parcel market is 
unsustainable..
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Regulatory: MCMC on USO reform

Renewed business model

Regulatory: Mandated approach to 'floor pricing'

Regulatory: AMEC and MyCC on 'unmasking'

So, what are we doing to address the fundamental 
business challenges?
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*MCMC: Malaysian Communications and Multimedia Commission

USO: Universal Service Obligation

AMEC: Association of Malaysian Express Carriers

MyCC: Malaysia Competition Commission
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We are delivering for a better and more 
sustainable tomorrow

1,382 EV vehicles

15% less emissions per vehicle

17 premises installed with solar PV

366 tonnes of operational waste recycled

65% of flyers are of recycled content
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Continue to strengthen our core

Developing new profitable revenue streams

Business optimisation

2025, focus and change for a better tomorrow

© Pos Malaysia Berhad. All rights reserved. Confidential.

Digital by default

Drive regulatory change
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THANK YOU
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