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The case for a 
universal postal 
digital mailbox
Building a trusted and shared infrastructure 
for important digital communication.

Four key insights
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Result Harder to find, trust and manage Result A more predictable digital experience
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Result Fragmentation remains the default Result Trusted infrastructure for all

Why postal operators are uniquely positioned
Trust and brand
A trust profile a 
platform cannot 
manufacture.

Legal weight
Proof of delivery 
and audit trails 
make it valid.

Large senders
Governments and 
banks already route 
mail through the post.

Nationwide network
Branches everywhere 
serve non-digital 
users.

Digital infrastructure
Apps, portals 
and e-ID already 
at national scale.

Regulatory anchor
Universal-service 
duties translate 
directly to digital.

Petros Galides, Deputy Commissioner 
for Communications, Cyprus

Postal organisations are, by 
design, compliant and 
auditable entities, with 
governance frameworks 
that ensure transparency, 
accountability, and 
regulatory alignment.

Five policy options to support a universal mailbox

1 2 3 4 5
Single mailbox 
strategy

Trust by design: 
security, ID, privacy

Mandate operators, 
if needed

Hybrid access: 
digital + physical

Open standards 
and portability

Download the white paper

Fragmentation is the problem
Important messages are spread 
across too many channels.

The market will not solve this alone
Incentives are misaligned across key actors.

Trust needs one recognised access point
A universal mailbox can give citizens 
and businesses a shared place.

Policy can unlock scale
Public policy can create the conditions 
for trusted infrastructure.
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Den ideelle kunderejse for 

pensionskunder
The Case for a Universal Postal Digital Mailbox

Figure 1. 


From a universal mailbox to fragmented digital communication channels

For de fleste mennesker er pension noget, man kun for alvor 

forholder sig til i glimt: Når man starter i job. Når man skifter 

arbejde. Når man får familie. Når livet tager en uventet drejning. 


Når pensionen nærmer sig og til sidst træder i kraft. Og til sidst, 


når pårørende står med praktiske opgaver i en svær situation.



Netop derfor bør den gode kunderejse for pensionskunder bestå 


af få, men præcise touchpoints. Det skal være let at forstå, let at 

handle – og let at finde dokumentationen igen, når den pludselig 

bliver vigtig. 



This fragmentation is also driven by 


the absence of shared technical and 

operational standards. Platforms 


apply different approaches to identity, 

authentication and security, a
nd messages 

are exchanged in formats that are often 


not interoperable. At the same time, legal 

frameworks differ across channels, as 


sector-specific and horizontal rules apply 


unevenly in an effort to protect citizens 


in their roles as users and consumers. 


This creates uncertainty around what 

qualifies as a “durable medium” for official 

communication, even though the concept 


is central: information must be delivered, 


capable of being stored, and remain 


accessible and unchanged over time. 


Email is often presented as a solution, 


but it does not verify the identity of the 

sender or recipient, cannot ensure 


delivery or receipt, and does not provide 


a controlled environment for long-term 

storage and data integrity. A
s a result, 

digital communication still falls short of 


the predictability, le
gal, certainty and trust 

that characterised the physical letter.

For hvert skridt på kunderejsen er der relevante features i e-Boks, 

som understøtter de behov, kunderne har:

Touchpoint: 

Kunden bliver tilknyttet en pensionsordning via 

arbejdsgiver eller skifter pensionsselskab.

Kundens behov: 

Et enkelt overblik og en klar besked om, hvorvidt 


der er noget, kunden skal gøre nu. Et godt første-


håndsindtryk.

Ny kunde: Når kunden starter 

i job eller skifter arbejdsgiver


Den gode løsning: 

Send en velkomst med kun den mest relevante 

information og tydelige call-to-actions, hvis der er 

handling nu (fx klik direkte til selvbetjening, book 

rådgivningsmøde). 

e-Boks’ mulighed for dynamisk indhold kan gøre 

beskederne mere levende og relevante, hvilket giver 


et godt førstehåndsindtryk for de – typisk – yngre 

kunder. 

The market has not delivered a truly 

universal digital mailbox because few 

structural forces encourage consolidation 

around a single solution. Large senders 

often operate their own digital platforms, 


and adding communication functions 

requires limited additional investment 


while offering a cost-efficient channel. 


As a result, firms and public authorities 


tend to develop bespoke systems tailored 


to their operations, branding, or legacy 

infrastructure, rather than compete to 


establish a shared access point. Smaller 

senders, by contrast, may rely on external 

mailbox providers, either physical or digital, 

as they do not have the traffic to justify 


the investment to develope in-house 

communication platforms. Chapter 3 

examines these incentive structures in 


more detail. 



This pattern is reflected in our index of 


digital fragmentation, which provides a 

simple but informative comparison of how 

communication systems are structured 

across countries. 
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Det bliver hverdag: Pension 

er ikke altid top-of-mind

Touchpoint: 

Årsopgørelser, ændringer i vilkår, 

investeringsopdateringer og anden vigtig 

information (inkl. lovpligtige beskeder).
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Kundens behov: 

Igen er overskuelighed og lethed i højsædet. 

Skal der handles nu, skal det fremgå tydeligt.

Den gode løsning: 

Tilføj handlingsknapper til dokumentet (Action 

on Documents) som sendes via e-Boks, så det 

er helt tydeligt for modtageren, hvis der fx skal 

udføres en betaling eller underskrives et doku-


ment. Gør (altid) kommunikationen kort og 

præcis, særligt hvis det blot drejer sig om op-


daterede vilkår og henvis til FAQ, så opkaldene 

fra kunderne bliver minimeret. Brug single-sign-


on (Controlled transfer) der gør det let at guide 

kunden fra brevet i e-Boks til egne portaler 

uden ekstra login. 

The Case for a Universal

Postal Digital Mailbox

Digital kundekommunikation 
i pensionsbranchen 
Sådan styrker I fastholdelse, tryghed og relationer gennem klar 
og sammenhængende digital kundekommunikation 

A  P O L I C Y  W H I T E  P A P E R
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A consumer survey in Denmark shows that 81% are satisfied with Digital Post (the official digital mailbox), citing that it is easy to use as one of the advantages. In addition, 

82% find perceive Digital Post as safe and secure, link. 

OECD (2020): One-Stop Shops for Citizens and Business, link.

Levering til tiden, også når 

processer ændrer sig

I praksis ændrer projekter sig ofte undervejs. Interne 

godkendelser kan trække ud. Data kan give udfordringer. 

Tidsplaner kan blive forskubbet.


Men det har ifølge Morten Kirkeby Sørensen ikke betydet 

forsinkelser eller overskridelse af frister for AP Pension:



“Vores interne processer kan godt trække ud, og der 


kan opstå udfordringer undervejs, men e-Boks leverer 

altid deres del til tiden. Fristerne bliver bare overholdt, 


og de får det til at lykkes, hver gang,” siger Morten 

Kirkeby Sørensen.

I ét konkret tilfælde skulle et komplekst og afgørende 

brev sendes til omkring 100.000 kunder inden en fast 

deadline. Hvis udsendelsen var blevet forsinket, ville 

projektet skulle udskydes et år.


Brevet blev sendt til tiden, og Morten tilskriver hans 

samarbejdspartnere i e-Boks en stor del af æren.




Færre fejl og flere læsere



AP Pension oplever en tydelig forbedring i kvaliteten af 

kundekommunikationen, efter samarbejdet med e-Boks 

er blevet intensiveret.


“Der sker færre fejl, og samtidig kan vi se, at brevene 

bliver læst i højere grad. Der er ingen tvivl om, at 

åbningsraten er blevet højere, end da kunderne fik 

brevene fysisk.”

Morten Kirkeby Sørensen, senior projektleder, AP Pension

 e-Boks kan også trække performance-tal, så vi hele tiden 

kan se, hvordan vores forsendelser klarer sig, og hvilke 

varianter eller sendetidspunkter, der giver de bedste 

resultater.... Det er værdifuldt for os, at e-Boks kan sparre 

med os om den slags.

Swiss legislation recognises “eGov registered mail” via approved delivery platforms, whose receipts can serve as proof of timely 

transmission in administrative and court proceedings. The Federal Council has also decided to incorporate Swiss Post’s digital letter 

service into the statutory universal service obligation, allowing customers to choose between physical and digital delivery within a 

regulated framework. Further regulatory steps are underway to clarify the legal status and implementation of the service.

Switzerland

The Act on Electronic Delivery grants public registered electronic delivery (PURDE) the same legal effects as a traditional registered letter, 

including proof of sending and receipt in communications with public authorities. Poczta Polska acts as the designated operator of the 

PURDE and public hybrid services, but private providers may offer qualified registered electronic delivery services. 

Poland

Electronically registered letters sent through Egypt Post’s designated e-delivery service have the same legal status and evidentiary value 

as physical registered mail with acknowledgement of receipt, as described in Article 57bis (c): “The electronic registered mail service shall 

have the same level of trust as the registered mail service and shall ensure the integrity and accuracy of the data, verifying the identity of 

the sender and recipient, and providing legal proof of the date and time of sending and receiving data”



The service is provided and governed exclusively by Egypt Post, which acts as the sole operator of the state-backed electronic registered 

delivery channel, as described in Article 57bis (b): “The National Postal Authority shall exclusively provide, develop, and manage the 

electronic registered mail service in the Arab Republic of Egypt…” 




Egypt

Box 1. Case examples where digital letters receive the same legal status as physical letters
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Second, consumers may prefer a universal 

digital mailbox because it offers a trusted 

and predictable point of access for 

important communication. For recipients, 

knowing where official messages will 

appear can simplify everyday interaction 

and reduce uncertainty. Unlike fragmented 


systems that require users to manage 

multiple accounts or interfaces, a universal 

mailbox can lower cognitive and practical 

burdens. By reducing dependence on 

digital literacy, platform familiarity, or 

financial resources, such a system may 


also help limit exclusion, particularly among 

older users and other vulnerable groups. 
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Sammen med e-Boks har AP Pension også eks-


perimenteret med tidspunktet for udsendelsen for 


at få de bedst mulige resultater. 


“Vi har set, at timing betyder noget. Når vi sender 

brevene på bestemte tidspunkter, er der flere kunder, 

der reagerer. Det er værdifuldt for os, at e-Boks kan 

sparre med os om den slags og give input baseret 


på deres erfaringer,” siger Morten Kirkeby Sørensen 


og fortsætter: 


”e-Boks kan også trække performance-tal, så vi hele 

tiden kan se, hvordan vores forsendelser klarer sig, 


og hvilke varianter eller sendetidspunkter, der giver 


de bedste resultater.”


Digital kommunikation 
som en del bære-
dygtighedsmålet


Overgangen fra fysisk post til digital kommunikation 

spiller også ind i AP Pensions arbejde med bære-


dygtighed.


“Vi går meget op i bæredygtighed i AP Pension, og 

intensiveringen af vores brug af e-Boks de seneste 


år er en naturlig del af vores bevægelse mod at blive 


en mere papirløs organisation. Når vi både kan spare 


papir og penge på samme tid, giver det god mening.”




Third, legal recognition and common 

standards can strengthen legitimacy and 

interoperability. This benefits both senders 

and recipients. When recognised in law, 


the mailbox becomes an authoritative 


and binding channel for important 

communication. Senders and recipients 


can rely on it as a valid means of delivery, 

reducing ambiguity around notice, receipt, 

and responsibility. Standardised rules for 

delivery, authentication, and retention 

support predictable outcomes across 

public and private actors, reduce sender 

uncertainty, and reinforce message 

legitimacy. 
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