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The e-commerce growth has posed severe challenges in transporting the ordered goods to 
customers (van Loon et al. 2015, Allen et al., 2018). On the one hand, there are increasing legal 
requirements connected with reducing CO2 emissions by 90% in transport by 2050 as stipulated 
by the Green Deal (European Commission 2019). That is an ambitious goal, which would 
require a 55% reduction of emissions from cars by 2030, a 50% reduction of emissions from 
vans by 2030, and a 0% emission from new cars by 2035. The increasing number of delivery 
vans also contributes to social and environmental externalities in urban areas, such as 
congestion, noise, habitat loss, degradation of infrastructure, or locking lanes and sidewalks 
(Russo and Comi 2012, Kiba-Janiak et al. 2021). On the other hand, there are increasing 
amounts of goods to be delivered as the number of online retail purchases increases steadily. 
So does the number of parcels distributed worldwide, both domestically and internationally 
(Statista 2020). Furthermore, last-mile delivery is costly (Gevaers Van de Voorde and 
Vanelslander 2014); it has been estimated that in 2018 it accounted for 41% of total supply 
costs worldwide (Statista 2020). 

 Consequently, the delivery of online goods is an increasing challenge for courier companies. 
Customers want to receive goods faster and faster (Iwan, Kijewska and Lemke 2016), at a time 
and place specified by them (Gatta et al. 2019) and at the lowest possible cost (Buldeo Verlinde 
and Macharis 2019). Returns are also an issue. According to research conducted by GEMIUS 
in cooperation with the Chamber of Craft Economy, more than 40% of respondents buy 
products over the Internet due to the possibility of returning them free of charge. That is another 
area that poses an increasing challenge for courier companies.  

Therefore, on the one hand, courier companies undertake various activities to satisfy the 
requirements of e-customers (Butcher 2021), and on the other hand, they are forced to meet the 
goals set by the European Commission in the field of sustainable urban development, including 
the reduction of pollutant emissions from cars (European Commission 2019). 

In scientific publications there is a deficit of studies related to a comprehensive approach to 
sustainable city logistics of last mile delivery and returns that include the perspective of all 
stakeholders, and the identification of tools that motivate to change the stakeholders’ 
preferences in this area in terms of sustainable manner (environmental, social and economic) 
(Kiba-Janiak et al. 2021). There is a lack of a systemic approach that requires consistent 
activities and changes in some of the stakeholders' preferences for the sustainable city logistics 
of last mile delivery and returns.  

Therefore the purpose of the paper is to analyze the preferences of various groups of 
stakeholders in terms of the last-mile deliveries and returns as well as to identify factors that 
may motivate them to make sustainable choices in this area in order to accelerate the transition 
to net zero freight system in urban areas. 



In order to achieve the objective, the authors conducted a survey among 1,200 Polish e-
customers and focus interviews with representatives of local authorities, courier companies 
and online platforms.  The paper uses the con-joint method, cluster analysis and factor 
analysis.  

The results of the study show that, despite differences in the expectations of different 
stakeholder groups with regard to sustainable last mile delivery and returns in the e-commerce 
market, solutions can be found that represent a certain compromise between these 
expectations.  
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