
Weighting matrix
FactorRequiredAchieved

*cbaSignificance Level: 95%
0.2481100.000403Total

0.311519.00061North 0-9 Employees
125.52%19.000%15.136%

0.04351.00023North 10+ Employees
17.522%1.000%5.707%

b
0.410723.00056Mids 0-9 Employees
165.52%23.000%13.896%

a
0.04171.00024Mids 10+ Employees
16.792%1.000%5.955%

b
0.594241.00069South 0-9 Employees
239.46%41.000%17.122%

a
0.04551.00022South 10+ Employees
18.318%1.000%5.459%

0.117113.000111Wal/Sco/NI 0-9 Employees
47.198%13.000%27.543%

b
0.02701.00037Wal/Sco/NI 10+ Employees
10.892%1.000%9.181%

b
Columns Tested: a,b,c
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Weighting matrix
FactorRequiredAchieved

*cbaSignificance Level: 95%
0.2500100.000400Total

0.301619.00063North 0-9 Employees
120.63%19.000%15.750%

0.05561.00018North 10+ Employees
22.222%1.000%4.500%

0.410723.00056Mids 0-9 Employees
164.29%23.000%14.000%

a
0.05001.00020Mids 10+ Employees
20.000%1.000%5.000%

0.672141.00061South 0-9 Employees
268.85%41.000%15.250%

a
0.05001.00020South 10+ Employees
20.000%1.000%5.000%

0.108313.000120Wal/Sco/NI 0-9 Employees
43.333%13.000%30.000%

b
0.02381.00042Wal/Sco/NI 10+ Employees

9.524%1.000%10.500%

b
Columns Tested: a,b,c

Ofcom; Business Postal Tracker
Table PTARG2                                                                                                                                                                                      Page 2

Produced by OLR
OFC1885
Issue date: 18/01/16



Weighting matrix
FactorRequiredAchieved

*cbaSignificance Level: 95%
0.2519100.000397Total

0.311519.00061North 0-9 Employees
123.66%19.000%15.365%

0.05881.00017North 10+ Employees
23.353%1.000%4.282%

0.371023.00062Mids 0-9 Employees
147.27%23.000%15.617%

0.04761.00021Mids 10+ Employees
18.905%1.000%5.290%

0.594241.00069South 0-9 Employees
235.90%41.000%17.380%

a
0.09091.00011South 10+ Employees
36.091%1.000%2.771%

0.109213.000119Wal/Sco/NI 0-9 Employees
43.370%13.000%29.975%

b
0.02701.00037Wal/Sco/NI 10+ Employees
10.730%1.000%9.320%

b
Columns Tested: a,b,c
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GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
734143167156827882106907164100611200Unweighted total

103250615784931821888670134123721200Weighted total

Agriculture, hunting and
9469911102581014-89119forestry

9%12%15%16%13%10%14%4%12%19%-%7%13%10%

ccfbcfmbcfmcfccfcbcfmccf

---1---------1Fishing
-%-%-%1%-%-%-%-%-%-%-%-%-%*%

m

4----2-2-----4Mining and quarrying
*%-%-%-%-%2%-%1%-%-%-%-%-%*%

8854311131513523141299Manufacturing
9%11%6%4%13%14%8%7%6%3%2%11%16%8%

cdjcdjcdjkcdjcdejkm

Electricity / Gas /
14**21-3511-*216Water supply

1%1%1%3%1%-%1%3%1%2%-%*%3%1%

7337639811991011289Construction
7%6%12%10%3%10%5%6%11%12%8%9%3%7%

aimai

Wholesale and retail
trade: repair of motor

270141312192550582415253417309vehicles / motor cycles
26%28%22%21%23%27%28%31%28%22%19%28%24%26%

6316210217135452572Hotels and restaurants
6%2%10%3%12%2%10%7%6%5%4%1%7%6%

bhjlbhjlmbhjl

Transportation storage
2913313273233335and communication

3%1%5%5%2%4%1%4%3%4%2%3%5%3%

Financial intermediation
523226110736105359and insurance

5%6%4%3%7%2%5%4%3%9%7%4%5%5%

h

Real estate, rental and
167666912223011353245186business

16%13%10%11%11%13%12%16%12%4%39%20%7%15%

dkddadkabdefgh

ijklm

Public administration
2***1*---*-*-3and defence
*%1%*%*%1%*%-%-%-%1%-%*%-%*%

101**21-122*2*12Educational services
1%3%1%1%2%1%-%1%2%2%*%2%*%1%

Healthcare and social
41434-35164354*52work

4%7%5%8%-%4%3%9%5%4%4%3%*%4%

aiiaimaimi
Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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Base: All respondents



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
734143167156827882106907164100611200Unweighted total

103250615784931821888670134123721200Weighted total

Other community, social
and personal service

86557510207681559103activities
8%9%9%12%6%11%11%4%7%11%11%4%13%9%

bfbf

Private households with
--------------employed persons
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

40-1142583159342Other answers
4%-%1%1%4%2%3%4%3%2%4%8%5%3%

lllllljkll
Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

baedcbagfed*cbaSignificance Level: 95%
68551529250581849084865428095161161191200Unweighted total
62357748893011524625930989161031191200Weighted total

Agriculture, hunting and
11091***118------119119forestry

18%2%2%2%3%1%10%-%-%-%-%-%-%100%10%

abebdefg

1-*--**------11Fishing
*%-%*%-%-%*%*%-%-%-%-%-%-%*%*%

22----4-----4-4Mining and quarrying
*%*%-%-%-%-%*%-%-%-%-%-%4%-%*%

aeg

3961712592-----99-99Manufacturing
6%11%15%13%19%15%8%-%-%-%-%-%96%-%8%

baaaadefg

Electricity / Gas /
791--116----16--16Water supply
1%2%1%-%-%2%1%-%-%-%-%100%-%-%1%

48414**385---89---89Construction
8%7%8%5%1%11%7%-%-%-%100%-%-%-%7%

cabefg

Wholesale and retail
trade: repair of motor

1601498215301--309----309vehicles / motor cycles
26%26%18%22%14%18%26%-%-%100%-%-%-%-%26%

bceabdfg

462641126972------72Hotels and restaurants
7%4%7%7%6%8%6%16%-%-%-%-%-%-%6%

aabdef

Transportation storage
24112**13335------35and communication

4%2%3%2%2%4%3%8%-%-%-%-%-%-%3%

abdef

Financial intermediation
19401--158-59-----59and insurance

3%7%3%-%-%4%5%-%100%-%-%-%-%-%5%

babdeg

Real estate, rental and
661205122181186------186business
11%21%10%16%17%6%16%40%-%-%-%-%-%-%15%

bbbbeabdef

Public administration
*31*1*23------3and defence
*%*%2%4%6%1%*%1%-%-%-%-%-%-%*%

aaab

565112712------12Educational services
1%1%11%16%14%8%1%3%-%-%-%-%-%-%1%

aaaae
Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

baedcbagfed*cbaSignificance Level: 95%
68551529250581849084865428095161161191200Unweighted total
62357748893011524625930989161031191200Weighted total

Healthcare and social
23285*134752------52work

4%5%10%6%10%11%4%11%-%-%-%-%-%-%4%

aaaabdef

Other community, social
and personal service

52513*12100103------103activities
8%9%7%3%9%7%9%22%-%-%-%-%-%-%9%

abdef

Private households with
---------------employed persons
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

21212*-140-------42Other answers
3%4%4%4%-%5%3%-%-%-%-%-%-%-%3%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*gfedcbacbaba*dcbaSignificance Level: 95%
24362971472236063085893033088922985744791200Unweighted total
3163460142212712240622338240960564575801200Weighted total

Agriculture, hunting and
-*3172978858538111*9252119forestry
-%1%8%2%5%14%11%3%9%16%3%12%5%14%4%9%10%

cdfcdfcbcbb

---*-*-**-**----1Fishing
-%-%-%1%-%*%-%*%*%-%*%*%-%-%-%-%*%

a

------4-4--4---24Mining and quarrying
-%-%-%-%-%-%1%-%1%-%-%*%-%-%-%*%*%

-1569215440392140602465299Manufacturing
-%4%16%10%7%10%8%16%6%6%16%6%29%6%11%9%8%

acaba

Electricity / Gas /
----1312*124*16-1-1316Water supply
-%-%-%-%1%1%2%*%2%1%*%2%-%1%-%2%1%

cb

-*1216214995723981*624989Construction
-%1%2%4%11%10%7%4%9%7%4%8%9%10%4%8%7%

defecb

Wholesale and retail
trade: repair of motor

35711364719578158737823111414139309vehicles / motor cycles
100%30%19%18%25%22%27%33%25%22%33%24%16%22%25%24%26%

aba

-***2135562541666*123372Hotels and restaurants
-%1%1%*%2%6%8%3%4%12%3%7%6%1%4%6%6%

cdcdbcb

Transportation storage
-*12262081413827*721335and communication
-%1%4%3%1%3%3%3%2%4%3%3%3%11%4%2%3%

a

Financial intermediation
-14511102711391011481513459and insurance
-%5%13%8%8%5%4%4%6%3%4%5%10%8%1%6%5%

abaaa

Real estate, rental and
-2919342492461132746140*141379186business
-%13%28%32%24%11%13%19%18%8%19%15%8%22%22%14%15%

ababfabaaaaa

Public administration
-***-*111112***23and defence
-%3%1%*%-%*%*%*%*%*%*%*%4%*%*%*%*%

abc

-*11136254210**1212Educational services
-%3%4%2%*%1%1%1%1%1%1%1%6%*%1%*%1%

a
Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*gfedcbacbaba*dcbaSignificance Level: 95%
24362971472236063085893033088922985744791200Unweighted total
3163460142212712240622338240960564575801200Weighted total

Healthcare and social
-3*6492972124744-122852work
-%18%1%10%3%4%4%3%3%7%3%5%-%1%4%5%4%

abceabcebc

Other community, social
and personal service

-3121017661155371192**566103activities
-%21%4%4%7%8%9%5%9%11%5%10%4%*%9%11%9%

abcdeccbcc

Private households with
-----------------employed persons
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-39821132181329-261842Other answers
-%1%-%5%6%4%3%5%3%3%5%3%-%3%11%3%3%

ea
Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cbababa*e*dcbaSignificance Level: 95%
142749111421057981101292642644921200Unweighted total

828690615310461071092242440634911200Weighted total

Agriculture, hunting and
-1110841152116---440119forestry
-%4%12%3%11%2%11%-%-%-%7%8%10%

bbb

--1-1-1----11Fishing
-%-%*%-%*%-%*%-%-%-%-%*%*%

-4-22-4----24Mining and quarrying
-%1%-%2%*%-%*%-%-%-%-%*%*%

aa

1415834662773161283999Manufacturing
14%14%6%22%6%25%7%5%25%30%13%8%8%

aaaab

Electricity / Gas /
-610115*16----816Water supply
-%2%1%1%1%*%1%-%-%-%-%2%1%

1978386386--*43989Construction
14%3%9%2%8%2%8%-%-%*%6%8%7%

bbb

Wholesale and retail
trade: repair of motor

3110197622473627317111820138309vehicles / motor cycles
37%38%22%40%24%34%25%69%45%45%32%28%26%

aaa

*765*72*722--*2772Hotels and restaurants
1%2%7%*%7%*%7%7%-%-%1%5%6%

bbb

Transportation storage
-926529530*2-*1235and communication
-%3%3%3%3%5%3%2%10%-%*%2%3%

Financial intermediation
-1247*59*59--222059and insurance
-%4%5%*%6%*%5%-%-%6%3%4%5%

bb

Real estate, rental and
24214124162191673241380186business

25%15%16%15%16%17%15%14%8%11%21%16%15%

Public administration
**3*3*3*--*13and defence
3%*%*%*%*%*%*%1%-%-%*%*%*%

-111*12-12**-*512Educational services
-%*%1%*%1%-%1%2%1%-%*%1%1%

Healthcare and social
-646*52-52--*12452work
-%2%5%*%5%-%5%-%-%1%1%5%4%

bbb
Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c
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C1. To which industry does your organisation belong to?
Base: All respondents



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cbababa*e*dcbaSignificance Level: 95%
142749111421057981101292642644921200Unweighted total

828690615310461071092242440634911200Weighted total

Other community, social
and personal service

*15871093895-3*836103activities
6%5%10%7%9%7%9%-%12%*%12%7%9%

bc

Private households with
-------------employed persons
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%

-1428735735--321942Other answers
-%5%3%5%3%6%3%-%-%7%4%4%3%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c
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Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
13311374213009342819259398523113273511043422066431200Unweighted total
10111324172866346788266361522111567010823252196431200Weighted total

Agriculture, hunting and
11143929-158812263311560113401464119forestry
1%10%9%10%-%4%11%4%7%6%10%9%10%12%6%10%10%

ccadefdffdfb

*1*1--1*1-1*1*-*1Fishing
*%*%*%*%-%-%*%*%*%-%*%*%*%*%-%*%*%

-422--4--2424-224Mining and quarrying
-%*%1%1%-%-%1%-%-%*%*%*%*%-%1%*%*%

14974410*567949366197649730194899Manufacturing
14%9%11%4%4%16%10%19%10%12%9%10%9%9%9%8%8%

cabcdeg

Electricity / Gas /
11567-112168151015121316Water supply
1%1%1%2%-%*%2%1%2%1%1%2%1%*%1%2%1%

ac

58525251167610282383438117106289Construction
5%7%6%9%11%5%10%4%8%4%7%6%8%5%5%10%7%

abdfdfdfdfbc

Wholesale and retail
trade: repair of motor

2728512254*147187109791832721542579361149309vehicles / motor cycles
27%25%29%19%8%43%24%41%22%35%24%23%24%29%28%23%26%

cabcegabceg

4652425-345230216631641594872Hotels and restaurants
4%6%6%9%-%1%6%1%8%4%6%5%6%5%4%7%6%

afbdfffff

Transportation storage
428118-72171113281328942235and communication
4%3%3%3%-%2%3%3%3%2%3%2%3%3%2%3%3%

Financial intermediation
3592217-8345171959475923132359and insurance
3%5%5%6%-%2%4%2%5%4%5%7%5%7%6%4%5%

affdfgfa

Real estate, rental and
231756954*48116405780174128162544191186business
23%15%16%19%6%14%15%15%16%15%16%19%15%17%19%14%15%

bacg

Public administration
*311*-2-112222**3and defence
*%*%*%*%8%-%*%-%*%*%*%*%*%*%*%*%*%

1924-2714197932712Educational services
1%1%1%1%-%1%1%1%1%*%1%1%1%1%1%1%1%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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C1. To which industry does your organisation belong to?
Base: All respondents

Produced by OLR
OFC1885
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Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
13311374213009342819259398523113273511043422066431200Unweighted total
10111324172866346788266361522111567010823252196431200Weighted total

Healthcare and social
6521617-8374232351305111172452work
6%5%4%6%-%2%5%1%6%4%5%4%5%3%8%4%4%

affffffac

Other community, social
and personal service

6992725121491529361005298192062103activities
6%9%7%9%16%6%6%5%8%7%9%8%9%6%9%10%9%

ggc

Private households with
-----------------employed persons
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

4427931330111518402440952742Other answers
4%4%2%3%47%4%4%4%4%3%4%4%4%3%2%4%3%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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C1. To which industry does your organisation belong to?
Base: All respondents

Produced by OLR
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Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbac*babaSignificance Level: 95%
116931149183115572141169946117610171166108316667749011200Unweighted total
11891216516711497056117093311749861165109317627398831200Weighted total

Agriculture, hunting and
1894751176211179011793116114218882119forestry
16%10%4%3%10%9%19%10%10%10%9%10%10%10%1%12%9%10%

aacca

-1--11-1*1111--*11Fishing
-%*%-%-%*%*%-%*%*%*%*%*%*%-%-%*%*%*%

-22244-444444--444Mining and quarrying
-%*%1%1%*%1%-%*%*%*%*%*%*%-%-%1%*%*%

b

67618219774-979199899988*7597999Manufacturing
5%8%11%12%8%11%-%8%10%8%9%8%8%3%12%8%9%8%

Electricity / Gas /
116-11510-161315141516--81016Water supply
1%2%-%1%1%1%-%1%1%1%1%1%1%-%-%1%1%1%

1269558340-86638468848044527289Construction
10%8%3%3%7%6%-%7%7%7%7%7%7%23%7%7%8%7%

ac

Wholesale and retail
trade: repair of motor

2022759483011792301261305257303281421176207309vehicles / motor cycles
17%25%36%29%26%25%37%26%28%26%26%26%26%25%34%24%23%26%

bc

1651447243-70557254706612345572Hotels and restaurants
14%6%3%2%6%6%-%6%6%6%5%6%6%7%4%5%6%6%

abc

Transportation storage
2258103116-342333223331-4162335and communication
2%3%5%6%3%2%-%3%2%3%2%3%3%-%6%2%3%3%

ab

Financial intermediation
447875736-57375753575711365759and insurance
3%5%5%4%5%5%-%5%4%5%5%5%5%7%1%5%6%5%

Real estate, rental and
1813928341661153180132179160179157213118145186business
16%15%17%21%14%16%42%15%14%15%16%15%14%14%21%16%16%15%

b

Public administration
12*131-323333--223and defence
1%*%*%*%*%*%-%*%*%*%*%*%*%-%-%*%*%*%

*1111117-12912101111-*7812Educational services
*%1%*%*%1%1%-%1%1%1%1%1%1%-%1%1%1%1%

Healthcare and social
83410135134-52445248524613403952work
7%4%6%8%4%5%-%4%5%4%5%4%4%8%5%5%4%4%

b
Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Produced by OLR
OFC1885
Issue date: 18/01/16

Ofcom; Business Postal Tracker
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C1. To which industry does your organisation belong to?
Base: All respondents



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbac*babaSignificance Level: 95%
116931149183115572141169946117610171166108316667749011200Unweighted total
11891216516711497056117093311749861165109317627398831200Weighted total

Other community, social
and personal service

390111010360*100761037810298*46869103activities
2%10%7%6%9%9%2%9%8%9%8%9%9%3%7%9%8%9%

c

Private households with
------------------employed persons
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

830453923-413241323840-2302942Other answers
7%3%2%3%3%3%-%4%3%3%3%3%4%-%3%4%3%3%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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C1. To which industry does your organisation belong to?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

bababababacbaSignificance Level: 95%
1714596222359960941106480720102967991200Unweighted total
167379742186893811110894737271026651031200Weighted total

Agriculture, hunting and
511051449719100536611522119forestry
3%3%11%6%6%10%17%9%11%9%11%3%2%10%

aab

--**-1-1**1--1Fishing
-%-%*%*%-%*%-%*%*%*%*%-%-%*%

2-4--422224--4Mining and quarrying
1%-%*%-%-%*%1%*%*%*%*%-%-%*%

a

1676930970495366376101399Manufacturing
9%18%7%14%14%7%4%9%8%9%7%15%13%8%

bc

Electricity / Gas /
5*116-15*1641216-*16Water supply
3%*%1%3%-%2%*%1%1%2%2%-%*%1%

9269194719803158832489Construction
6%5%7%9%6%8%8%7%7%8%8%3%4%7%

Wholesale and retail
trade: repair of motor

726265425255482611461632442338309vehicles / motor cycles
43%18%27%19%8%27%43%24%31%22%24%36%36%26%

aabaacc

615814-567652646597672Hotels and restaurants
4%3%6%6%-%6%7%6%5%6%6%11%6%6%

Transportation storage
33314231134132129-635and communication
2%8%3%2%2%3%1%3%3%3%3%-%6%3%

b

Financial intermediation
7*41181034-59950486559and insurance
4%*%4%8%14%4%-%5%2%7%5%9%5%5%

babb

Real estate, rental and
251115232151361184741121601115186business
15%29%16%15%22%15%1%17%16%15%16%17%14%15%

bb

Public administration
-*3*11-3112**3and defence
-%1%*%*%2%*%-%*%*%*%*%*%*%*%

a

*-9321021039111*12Educational services
*%-%1%1%2%1%2%1%1%1%1%1%*%1%

Healthcare and social
6*448341447942491252work
3%*%5%3%4%4%4%4%2%6%5%1%2%4%

b
Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Produced by OLR
OFC1885
Issue date: 18/01/16

Ofcom; Business Postal Tracker
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C1. To which industry does your organisation belong to?
Base: All respondents



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

bababababacbaSignificance Level: 95%
1714596222359960941106480720102967991200Unweighted total
167379742186893811110894737271026651031200Weighted total

Other community, social
and personal service

748518983109346579328103activities
4%10%9%8%13%9%9%9%10%8%9%3%8%9%

Private households with
--------------employed persons
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

3131115333391923371342Other answers
2%4%3%5%7%4%3%4%4%3%4%2%3%3%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
Table 1  (continuation)                                                                                                                                                                          Page 17

C1. To which industry does your organisation belong to?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthMonthother main provider

DecNovOctJunMayAprMarFebJanDissatisfiedSatisfiedTOTAL

cbacbacba*baSignificance Level: 95%
141112144245956012317011041881200Unweighted total
145132120247975614116210061751200Weighted total

Agriculture, hunting and
161182849161215-5119forestry
11%8%6%11%4%16%11%7%15%-%3%10%

bbb

--1--------1Fishing
-%-%*%-%-%-%-%-%-%-%-%*%

------22--24Mining and quarrying
-%-%-%-%-%-%1%1%-%-%1%*%

15101214119139721999Manufacturing
11%7%10%6%11%16%9%5%7%37%11%8%

c

Electricity / Gas /
1*25-3-42-516Water supply
*%*%1%2%-%6%-%2%2%-%3%1%

b

1010103563843-1089Construction
7%8%8%14%6%5%6%3%3%-%6%7%

b

Wholesale and retail
trade: repair of motor

313331712510355321*75309vehicles / motor cycles
21%25%26%29%26%18%25%33%21%3%43%26%

a

4103171031169-472Hotels and restaurants
2%7%3%7%10%6%8%4%9%-%2%6%

Transportation storage
117222-5432435and communication

8%5%1%1%2%-%4%2%3%37%2%3%

a

Financial intermediation
941167*859-659and insurance
6%3%10%2%8%*%6%3%9%-%4%5%

bacb

Real estate, rental and
26311827191021278-27186business
18%23%15%11%19%17%15%17%8%-%16%15%

ca

Public administration
--1-*--11-*3and defence
-%-%*%-%*%-%-%*%1%-%*%*%

1-171*111-*12Educational services
*%-%1%3%1%1%*%*%1%-%*%1%

Healthcare and social
3*312468123-652work
2%*%2%5%4%10%6%7%3%-%3%4%

Columns Tested: a,b - a,b,c - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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C1. To which industry does your organisation belong to?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthMonthother main provider

DecNovOctJunMayAprMarFebJanDissatisfiedSatisfiedTOTAL

cbacbacba*baSignificance Level: 95%
141112144245956012317011041881200Unweighted total
145132120247975614116210061751200Weighted total

Other community, social
and personal service

17111421831011718103activities
12%8%12%8%8%6%7%7%7%23%5%9%

Private households with
------------employed persons
-%-%-%-%-%-%-%-%-%-%-%-%

------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%

2553--31211-342Other answers
1%4%4%1%-%-%2%7%11%-%2%3%

c
Columns Tested: a,b - a,b,c - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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C1. To which industry does your organisation belong to?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
734143167156827882106907164100611200Unweighted total

103250615784931821888670134123721200Weighted total

None - self employed or
247821161616602424222843142921 other employee

24%17%34%28%19%17%33%13%28%32%21%35%19%24%

fafhilmflfhilflfhlafhilm

7493836376474120157574410475558602-9
73%75%59%65%77%79%66%83%66%63%77%61%76%72%

bkbkbkbdjkbdegjkmbkk

172222223312222310-25
2%5%3%3%2%2%1%2%3%1%1%1%2%2%

m

511111*11*1*1826-49
1%1%2%1%1%1%*%*%1%1%1%*%1%1%

7111*1-212-1*950 - 99
1%1%1%2%*%1%-%1%1%2%-%1%1%1%

71*111*11*-218100 - 249
1%1%1%1%2%1%*%1%1%1%-%1%1%1%

364444427533534810+ employees
3%8%7%7%4%4%1%4%6%5%2%4%4%4%

gm

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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C2. Approximately how many people are employed by your whole organisation in the UK, including but not exclusively the branch or office location you currently work at?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

baedcbagfed*cbaSignificance Level: 95%
68551529250581849084865428095161161191200Unweighted total
62357748893011524625930989161031191200Weighted total

None - self employed or
170122----292102147021822472921 other employee

27%21%-%-%-%-%25%22%23%23%23%47%22%39%24%

abcdebdefg

431429----8603364423165874728602-9
69%74%-%-%-%-%75%73%74%75%73%49%71%60%72%

bcdeaa

101223--23-9153*4*2310-25
2%2%47%-%-%75%-%2%2%2%3%2%3%*%2%

acdacde

348--8-5****1-826-49
1%1%16%-%-%25%-%1%*%*%1%1%1%-%1%

acdacde

549-9--6-1*-2*950 - 99
1%1%19%-%100%-%-%1%-%*%*%-%2%*%1%

abdabde

3588---5-2*-1*8100 - 249
*%1%18%100%-%-%-%1%-%1%*%-%1%*%1%

abcabce

2226488930-241841714810+ employees
4%5%100%100%100%100%-%5%2%3%4%3%7%1%4%

aaaaaae

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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C2. Approximately how many people are employed by your whole organisation in the UK, including but not exclusively the branch or office location you currently work at?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*gfedcbacbaba*dcbaSignificance Level: 95%
24362971472236063085893033088922985744791200Unweighted total
3163460142212712240622338240960564575801200Weighted total

None - self employed or
**1221352293313312633259-442092921 other employee

16%3%3%4%15%17%32%14%21%37%14%27%-%7%6%36%24%

defdefbcdefcbcbbc

2102651113169472183470207183677152503668602-9
84%63%77%84%80%80%66%76%76%61%76%70%17%82%87%63%72%

afafafaaaaa

-123448910491415332310-25
-%7%7%5%3%2%1%4%2%1%4%1%13%7%5%1%2%

abaaaaaa

-111221331341111826-49
-%4%3%2%1%1%*%1%1%*%1%*%13%1%1%*%1%

aaa

-22222163*6311**950 - 99
-%9%6%3%1%1%*%2%1%*%2%*%28%2%*%*%1%

abcabaaabaa

-22211162*6321**8100 - 249
-%13%5%3%1%*%*%2%*%*%2%*%29%1%*%*%1%

abcdabaaba

-677881124195242447444810+ employees
-%34%20%12%6%4%2%10%3%2%10%3%83%12%6%1%4%

abcdabcabaabaaa
Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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C2. Approximately how many people are employed by your whole organisation in the UK, including but not exclusively the branch or office location you currently work at?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cbababa*e*dcbaSignificance Level: 95%
142749111421057981101292642644921200Unweighted total

828690615310461071092242440634911200Weighted total

None - self employed or
-602322926321271278141272921 other employee
-%21%26%19%25%19%25%7%27%19%23%26%24%

721264111774381779201629453448602-9
86%74%71%76%71%76%71%82%65%72%72%70%72%

*7154183191111102310-25
5%3%2%3%2%3%2%6%3%2%1%2%2%

*2617*7-*1*2826-49
2%1%1%*%1%*%1%-%1%3%1%*%1%

*2627181**23950 - 99
7%1%1%1%1%1%1%4%2%1%2%1%1%

-351818*11148100 - 249
-%1%1%1%1%1%1%*%3%2%1%1%1%

114328406423233204810+ employees
14%5%4%5%4%5%4%11%8%8%5%4%4%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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C2. Approximately how many people are employed by your whole organisation in the UK, including but not exclusively the branch or office location you currently work at?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
13311374213009342819259398523113273511043422066431200Unweighted total
10111324172866346788266361522111567010823252196431200Weighted total

None - self employed or
132719860*94181794812526513925278461602921 other employee
13%24%23%21%8%27%23%30%13%24%24%21%23%24%21%25%24%

cceabcegeeee

8081530021042385691772923738044937842321634598602-9
79%72%72%73%79%69%72%67%81%72%72%74%73%71%75%71%72%

abcdfgf

32196-816581021162174112310-25
3%2%2%2%-%2%2%2%2%2%2%2%2%2%2%2%2%

1733*16143867214826-49
1%1%1%1%4%*%1%*%1%1%1%1%1%1%*%1%1%

2943*38265989324950 - 99
2%1%1%1%6%1%1%1%2%1%1%1%1%1%1%1%1%

2844*261458882248100 - 249
2%1%1%1%3%*%1%1%1%1%1%1%1%1%1%1%1%

7461916114371021234738461410244810+ employees
7%4%5%6%13%4%5%4%6%4%4%6%4%4%4%4%4%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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C2. Approximately how many people are employed by your whole organisation in the UK, including but not exclusively the branch or office location you currently work at?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbac*babaSignificance Level: 95%
116931149183115572141169946117610171166108316667749011200Unweighted total
11891216516711497056117093311749861165109317627398831200Weighted total

None - self employed or
24237322727315332771952782192752671181662092921 other employee
20%26%19%16%24%22%42%24%21%24%22%24%24%5%30%22%24%24%

c

89638127130830520484669784972384378416405396368602-9
76%70%77%78%72%74%56%72%75%72%73%72%72%92%65%73%72%72%

218342215-221922202220*214172310-25
2%2%2%3%2%2%-%2%2%2%2%2%2%1%3%2%2%2%

*61175-867777**56826-49
*%1%1%1%1%1%-%1%1%1%1%1%1%2%1%1%1%1%

172297-989998-177950 - 99
1%1%1%1%1%1%-%1%1%1%1%1%1%-%1%1%1%1%

161286*878888-1788100 - 249
1%1%1%1%1%1%2%1%1%1%1%1%1%-%1%1%1%1%

537694633*474147444743*334384810+ employees
4%4%4%6%4%5%2%4%4%4%4%4%4%3%5%5%4%4%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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C2. Approximately how many people are employed by your whole organisation in the UK, including but not exclusively the branch or office location you currently work at?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

bababababacbaSignificance Level: 95%
1714596222359960941106480720102967991200Unweighted total
167379742186893811110894737271026651031200Weighted total

None - self employed or
351124151242193325914115125018242921 other employee
21%30%25%23%36%23%30%24%30%21%24%27%23%24%

aa

12322697156426827878231454673744748602-9
74%60%72%72%61%73%70%72%66%75%72%68%71%72%

b

42176118*2391418232310-25
2%6%2%3%2%2%*%2%2%2%2%2%3%2%

2*62*6*7357-1826-49
1%*%1%1%1%1%*%1%1%1%1%-%1%1%

2172*7-927712950 - 99
1%3%1%1%1%1%-%1%1%1%1%1%2%1%

2162*6*8457118100 - 249
1%2%1%1%1%1%*%1%1%1%1%1%1%1%

943611237147183039364810+ employees
5%11%4%5%3%4%*%4%4%4%4%5%5%4%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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C2. Approximately how many people are employed by your whole organisation in the UK, including but not exclusively the branch or office location you currently work at?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthMonthother main provider

DecNovOctJunMayAprMarFebJanDissatisfiedSatisfiedTOTAL

cbacbacba*baSignificance Level: 95%
141112144245956012317011041881200Unweighted total
145132120247975614116210061751200Weighted total

None - self employed or
443631772672928141362921 other employee
30%27%26%31%27%13%21%17%14%23%21%24%

a

97938016067461091278051288602-9
67%70%66%65%70%82%78%78%80%74%73%72%

c

225421*43*52310-25
1%1%4%2%2%2%*%2%3%3%3%2%

*1121*-11-2826-49
*%1%1%1%1%1%-%1%1%-%1%1%

*-2211121-2950 - 99
*%-%2%1%1%2%1%1%1%-%1%1%

2*12**111-28100 - 249
1%*%1%1%*%1%1%1%1%-%1%1%

439943286*114810+ employees
3%2%8%4%4%5%2%5%6%3%6%4%

Columns Tested: a,b - a,b,c - a,b,c - a,b,c
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C2. Approximately how many people are employed by your whole organisation in the UK, including but not exclusively the branch or office location you currently work at?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
734143167156827882106907164100611200Unweighted total

103250615784931821888670134123721200Weighted total

118512581322177820168140Up to £49,999
11%9%20%9%9%14%12%9%9%11%15%13%11%12%

efijlm

136468910292512718206154£50,000 - £99,999
13%8%10%14%10%10%16%13%14%11%13%16%9%13%

11455761522217971412130£100,000 - £199,999
11%10%8%12%7%16%12%11%9%12%6%12%17%11%

c

8243755102251188895£200,000 - £299,999
8%8%4%12%6%5%6%12%6%2%13%6%10%8%

dkdkdkd

283221255-5-7335£300,000 - £399,999
3%5%3%3%1%2%3%3%-%7%-%5%4%3%

ecemee

23*11326514--326£400,000 - £499,999
2%1%2%2%3%2%3%3%1%5%-%-%4%2%

blb

263512255*462-35£500,000 - £749,999
3%6%8%2%3%2%3%3%*%5%4%2%-%3%

aejmabehjme

1911215-31223-22£750,000 - £999,999
2%2%1%3%1%6%-%2%1%4%2%3%-%2%

gm

25112*3132377*30£1,000,000 - £1,499,999
2%2%2%4%*%3%*%1%2%4%5%6%*%2%

g

15*11-*352132-16£1,500,000 - £1,999,999
1%*%1%1%-%*%2%3%2%2%2%1%-%1%

171**1425**2*218£2,000,000 - £4,999,999
2%1%*%*%1%4%1%3%*%*%2%*%2%1%

jk

31*1**-*11***5£5,000,000 +
*%2%1%1%*%*%-%*%1%1%*%*%*%*%

m

333171515373052543416493823380Don't know / not sure
32%34%25%26%44%32%28%29%39%23%36%31%32%32%

dfgjkmdjk

945861032517149267113Refused
9%11%13%11%12%4%14%9%16%13%2%5%9%9%

ccbchcchbchbchmch

477212828294489903230636437554£0-£399,999
46%41%46%50%34%47%49%48%37%43%47%52%52%46%

iieii

6847468111431085384£400,000 - £999,999
7%9%12%7%8%9%6%7%3%14%6%4%4%7%

bembem

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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C2a. Revenue
Base: All respondents



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
734143167156827882106907164100611200Unweighted total

103250615784931821888670134123721200Weighted total

572232761244129264£1,000,000 - 4,999,999
6%4%3%5%2%8%3%6%4%6%9%7%3%5%

31*1**-*11***5£5,000,000 +
*%2%1%1%*%*%-%*%1%1%*%*%*%*%

m
Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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C2a. Revenue
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

baedcbagfed*cbaSignificance Level: 95%
68551529250581849084865428095161161191200Unweighted total
62357748893011524625930989161031191200Weighted total

72681**113962153011539140Up to £49,999
12%12%2%1%2%3%12%13%25%10%13%33%3%7%12%

bcdebabegbb

7777*--*154577351062111154£50,000 - £99,999
12%13%*%-%-%*%13%12%12%11%12%36%20%9%13%

bcdeaeg

65661--1130607251211013130£100,000 - £199,999
10%11%1%-%-%2%11%13%11%8%13%7%10%11%11%

bcdee

45501*-1943122310*141095£200,000 - £299,999
7%9%2%1%-%3%8%7%3%8%11%3%14%8%8%

bcefg

1718*--*3463113*5735£300,000 - £399,999
3%3%1%-%-%1%3%1%5%4%3%3%5%6%3%

eggg

1881--1256*152-*326£400,000 - £499,999
3%1%2%-%-%3%2%1%*%5%2%-%*%2%2%

bg

16192**23320132-3235£500,000 - £749,999
3%3%5%2%1%7%3%4%1%1%2%-%3%2%3%

ae

11111-*1215*11--3*22£750,000 - £999,999
2%2%3%-%1%4%2%1%*%3%-%-%3%*%2%

g

11183**32611266-1230£1,000,000 - £1,499,999
2%3%7%2%1%10%2%2%4%2%7%-%1%1%2%

aacabeg

972**115721-1*516£1,500,000 - £1,999,999
2%1%4%3%3%4%1%2%4%*%-%4%*%4%1%

aadebde

992*11165*8--2218£2,000,000 - £4,999,999
1%2%5%2%10%4%1%1%*%3%-%-%2%2%1%

aaa

3342111211*-2*5£5,000,000 +
*%*%9%18%16%4%*%*%1%*%1%-%1%*%*%

aababa

2051752566143551421611226*3141380Don't know / not sure
33%30%53%65%62%46%31%31%27%36%29%2%30%34%32%

aababa

65493**21104832862715113Refused
10%8%6%5%3%8%10%10%6%9%6%13%7%13%9%

2752793**35512163312446135349554£0-£399,999
44%48%7%2%2%9%48%47%57%40%52%81%51%41%46%

bcdeeee
Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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C2a. Revenue
Base: All respondents



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

baedcbagfed*cbaSignificance Level: 95%
68551529250581849084865428095161161191200Unweighted total
62357748893011524625930989161031191200Weighted total

46385**479311294-7584£400,000 - £999,999
7%7%10%2%2%14%7%7%2%9%5%-%6%4%7%

acd

303471155723514614964£1,000,000 - 4,999,999
5%6%15%7%14%18%5%5%8%5%7%4%4%8%5%

aaa

3342111211*-2*5£5,000,000 +
*%*%9%18%16%4%*%*%1%*%1%-%1%*%*%

aababa
Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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C2a. Revenue
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*gfedcbacbaba*dcbaSignificance Level: 95%
24362971472236063085893033088922985744791200Unweighted total
3163460142212712240622338240960564575801200Weighted total

--2-11249914675914126---140140Up to £49,999
-%-%7%-%8%11%14%6%11%17%6%13%-%-%-%24%12%

dddfdfcbcbbc

-3-581811923696223131---154154£50,000 - £99,999
-%16%-%8%6%9%17%10%11%18%10%14%-%-%-%27%13%

ceeebcdebcbc

--3723157916763916115---130130£100,000 - £199,999
-%-%8%11%16%7%11%7%12%11%7%12%-%-%-%22%11%

fbffccbbc

-3221711562548222570---9595£200,000 - £299,999
-%19%6%4%12%5%8%11%8%6%11%7%-%-%-%16%8%

abdebdbc

--2138218189826---3535£300,000 - £399,999
-%-%6%2%2%4%3%3%3%3%3%3%-%-%-%6%3%

bc

--**29156118620---2626£400,000 - £499,999
-%-%1%*%1%4%2%3%2%3%3%2%-%-%-%4%2%

c

-14361210131841323--35-35£500,000 - £749,999
-%5%12%4%4%6%1%5%3%1%5%2%-%-%61%-%3%

acaaaaaac

-*3263710841012--22-22£750,000 - £999,999
-%1%9%3%5%2%1%4%1%1%4%1%-%-%39%-%2%

abaabaac

--1538128192822-30--30£1,000,000 - £1,499,999
-%-%3%8%2%4%2%3%3%1%3%2%-%46%-%-%2%

acaaab

-*2131886389-16--16£1,500,000 - £1,999,999
-%1%7%2%2%1%1%3%1%1%3%1%-%26%-%-%1%

ababaab

-**5137594512-18--18£2,000,000 - £4,999,999
-%3%1%9%*%1%1%2%1%1%2%1%-%28%-%-%1%

abcab

-1111*141*415---5£5,000,000 +
-%8%4%1%1%*%*%2%*%*%2%*%100%-%-%-%*%

abcdabaaba

3710244478209772148977303----380Don't know / not sure
100%41%30%40%31%37%29%32%34%26%32%32%-%-%-%-%32%

aaa

-1241322692256352291----113Refused
-%6%5%7%9%10%10%9%9%10%9%9%-%-%-%-%9%

-691563763748627818986468---554554£0-£399,999
-%36%28%25%44%36%53%36%45%56%36%49%-%-%-%96%46%

debdefcbcbbc

-1751524322938172954--572684£400,000 - £999,999
-%5%22%8%10%11%4%12%6%5%12%6%-%-%100%4%7%

abcdfaaabaacc
Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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C2a. Revenue
Base: All respondents



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*gfedcbacbaba*dcbaSignificance Level: 95%
24362971472236063085893033088922985744791200Unweighted total
3163460142212712240622338240960564575801200Weighted total

-141171227213492143-64--64£1,000,000 - 4,999,999
-%4%11%19%5%6%4%9%6%3%9%4%-%100%-%-%5%

aabcfaaaab

-1111*141*415---5£5,000,000 +
-%8%4%1%1%*%*%2%*%*%2%*%100%-%-%-%*%

abcdabaaba
Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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C2a. Revenue
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cbababa*e*dcbaSignificance Level: 95%
142749111421057981101292642644921200Unweighted total

828690615310461071092242440634911200Weighted total

*3010981326134--*1168140Up to £49,999
6%10%12%5%13%5%12%-%-%*%18%14%12%

bbcc

-3711791464150235856154£50,000 - £99,999
-%13%13%6%14%4%14%9%13%13%12%11%13%

bb

*281021611414117-36458130£100,000 - £199,999
6%10%11%10%11%13%11%-%12%16%7%12%11%

*24701877118344743695£200,000 - £299,999
6%9%8%12%7%11%8%16%18%18%7%7%8%

a

-926629431--211835£300,000 - £399,999
-%3%3%4%3%3%3%-%-%4%2%4%3%

-1412818621-1-11226£400,000 - £499,999
-%5%1%5%2%5%2%-%6%-%2%3%2%

aaa

-14211125827-3131835£500,000 - £749,999
-%5%2%7%2%8%2%-%11%2%5%4%3%

aaa

-101261731923*11222£750,000 - £999,999
-%3%1%4%2%3%2%7%12%*%2%2%2%

a

310177225252-311130£1,000,000 - £1,499,999
37%3%2%5%2%5%2%8%-%7%1%2%2%

-511313314--1*816£1,500,000 - £1,999,999
-%2%1%2%1%3%1%-%-%1%*%2%1%

25126125123*3*118£2,000,000 - £4,999,999
22%2%1%4%1%5%1%12%1%7%1%*%1%

aaa

-3314*5*1**35£5,000,000 +
-%1%*%1%*%*%*%1%3%1%1%1%*%

2773014233826354113818153380Don't know / not sure
23%27%33%28%32%24%32%44%13%21%29%31%32%

-21921310012101133837113Refused
-%7%10%9%10%11%9%2%12%8%12%8%9%

112842556497395156102129236554£0-£399,999
17%45%47%37%48%36%47%25%42%52%46%48%46%

bb

-38462460176627164384£400,000 - £999,999
-%13%5%16%6%16%6%7%29%3%10%9%7%

aaa

51940164813515*611964£1,000,000 - 4,999,999
59%7%4%11%5%12%5%21%1%16%2%4%5%

aaab

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c
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C2a. Revenue
Base: All respondents



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cbababa*e*dcbaSignificance Level: 95%
142749111421057981101292642644921200Unweighted total

828690615310461071092242440634911200Weighted total

-3314*5*1**35£5,000,000 +
-%1%*%1%*%*%*%1%3%1%1%1%*%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
Table 3  (continuation)                                                                                                                                                                          Page 35

C2a. Revenue
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
13311374213009342819259398523113273511043422066431200Unweighted total
10111324172866346788266361522111567010823252196431200Weighted total

712748381408534416612168117342678140Up to £49,999
7%11%11%13%17%12%11%13%11%13%11%10%11%10%12%12%12%

111494930-449437415815089149412094154£50,000 - £99,999
11%13%12%11%-%13%12%14%11%11%13%13%14%13%9%15%13%

b

71292835*368922355912380118274259130£100,000 - £199,999
7%11%7%12%8%10%11%8%10%11%11%12%11%8%19%9%11%

aac

6853524-316330204983508031135195£200,000 - £299,999
6%8%8%8%-%9%8%11%5%9%7%8%7%10%6%8%8%

acee

6311011*9247712312230822135£300,000 - £399,999
6%3%2%4%8%3%3%3%2%2%3%3%3%2%1%3%3%

a

12397-8146712231222431926£400,000 - £499,999
1%2%2%2%-%2%2%2%2%2%2%2%2%1%2%3%2%

8341910313201221233526346111835£500,000 - £749,999
8%3%5%3%55%4%2%4%6%4%3%4%3%2%5%3%3%

bacgc

322711-7156513201520721322£750,000 - £999,999
3%2%2%4%-%2%2%2%1%3%2%2%2%2%1%2%2%

529134-131911813281728651930£1,000,000 - £1,499,999
5%3%3%1%-%4%2%4%2%2%2%3%3%2%2%3%2%

*16114-5164571410149*716£1,500,000 - £1,999,999
*%1%3%1%-%1%2%2%1%1%1%1%1%3%*%1%1%

ab

11651-69257161216151318£2,000,000 - £4,999,999
1%1%1%*%-%2%1%1%1%1%1%2%2%*%2%2%1%

cc

2533-232345551235£5,000,000 +
2%*%1%1%-%1%*%1%1%1%*%1%*%*%1%*%*%

353581378711022677413615735921934512469181380Don't know / not sure
35%32%33%30%13%29%34%28%38%30%32%33%32%38%31%28%32%

acdfa

81064421-307020274210645103261969113Refused
8%9%11%7%-%9%9%7%8%8%9%7%9%8%9%11%9%

bb

375221701392161355131144244508309494140103303554£0-£399,999
37%46%41%49%32%46%45%49%40%47%46%46%46%43%47%47%46%

eeeee

137934283285023334879537617174984£400,000 - £999,999
12%7%8%10%55%8%6%9%9%9%7%8%7%5%8%8%7%

bg
Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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C2a. Revenue
Base: All respondents



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
13311374213009342819259398523113273511043422066431200Unweighted total
10111324172866346788266361522111567010823252196431200Weighted total

562289-234317182658395816103864£1,000,000 - 4,999,999
5%5%7%3%-%7%5%6%5%5%5%6%5%5%4%6%5%

c

2533-232345551235£5,000,000 +
2%*%1%1%-%1%*%1%1%1%*%1%*%*%1%*%*%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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C2a. Revenue
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbac*babaSignificance Level: 95%
116931149183115572141169946117610171166108316667749011200Unweighted total
11891216516711497056117093311749861165109317627398831200Weighted total

61092314124695126861259612312521083107140Up to £49,999
5%12%14%8%11%10%81%11%9%11%10%11%11%12%16%11%12%12%

cc

19118151314797-15411715313115013956102110154£50,000 - £99,999
16%13%9%8%13%14%-%13%13%13%13%13%13%30%9%14%12%13%

cc

1291271812996-12910912912712911521375110130£100,000 - £199,999
11%10%16%11%11%14%-%11%12%11%13%11%10%14%20%10%12%11%

bc

117212169251-94779573959112556595£200,000 - £299,999
9%8%7%10%8%7%-%8%8%8%7%8%8%9%3%7%7%8%

6226103523-342835263534-*222235£300,000 - £399,999
5%2%4%6%3%3%-%3%3%3%3%3%3%-%1%3%2%3%

b

612842613-262026202623-3151926£400,000 - £499,999
5%1%5%2%2%2%-%2%2%2%2%2%2%-%4%2%2%2%

bb

1020593530-353434313433*2272535£500,000 - £749,999
8%2%3%5%3%4%-%3%4%3%3%3%3%3%2%4%3%3%

b

218352013-222022192220-2111922£750,000 - £999,999
1%2%2%3%2%2%-%2%2%2%2%2%2%-%3%2%2%2%

325182915-282630263027--162330£1,000,000 - £1,499,999
3%3%1%5%3%2%-%2%3%3%3%3%2%-%-%2%3%2%

a

310441411-161616161613-371616£1,500,000 - £1,999,999
2%1%2%3%1%2%-%1%2%1%2%1%1%-%5%1%2%1%

c

112541812-181718181816--81218£2,000,000 - £4,999,999
1%1%3%2%2%2%-%2%2%2%2%2%1%-%-%1%1%1%

141154-545555-1445£5,000,000 +
1%*%*%1%*%1%-%*%*%*%1%*%*%-%1%1%*%*%

2630647443662181372292374310372350514244273380Don't know / not sure
22%34%29%26%32%31%19%32%31%32%31%32%32%32%23%33%31%32%

c

119481710952-1118711290111103*76978113Refused
10%10%5%10%10%7%-%9%9%10%9%10%9%1%12%9%9%9%

a

55412827052733755364175364525315031130337414554£0-£399,999
47%45%50%42%46%48%81%46%45%46%46%46%46%65%49%46%47%46%

175016188156-847482698277*6536384£400,000 - £999,999
15%6%10%11%7%8%-%7%8%7%7%7%7%3%10%7%7%7%

bb
Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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C2a. Revenue
Base: All respondents



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbac*babaSignificance Level: 95%
116931149183115572141169946117610171166108316667749011200Unweighted total
11891216516711497056117093311749861165109317627398831200Weighted total

74710166139-636064606456-3315164£1,000,000 - 4,999,999
6%5%6%10%5%6%-%5%6%5%6%5%5%-%5%4%6%5%

ab

141154-545555-1445£5,000,000 +
1%*%*%1%*%1%-%*%*%*%1%*%*%-%1%1%*%*%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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C2a. Revenue
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

bababababacbaSignificance Level: 95%
1714596222359960941106480720102967991200Unweighted total
167379742186893811110894737271026651031200Weighted total

1851211912109161246971118912140Up to £49,999
11%12%12%9%17%12%14%11%15%10%12%14%12%12%

a

2811163861131913556981271314154£50,000 - £99,999
17%3%12%17%8%12%17%12%12%13%12%21%13%13%

abc

15710525119991224982110811130£100,000 - £199,999
9%20%11%12%15%11%8%11%10%11%11%13%10%11%

b

10373214745905343806995£200,000 - £299,999
6%9%8%10%6%8%5%8%11%6%8%10%8%8%

a

3-269428331112431-335£300,000 - £399,999
2%-%3%4%6%3%3%3%2%3%3%-%3%3%

10*22422252172020*526£400,000 - £499,999
6%1%2%2%3%2%5%2%1%3%2%1%5%2%

c

42269327*3553027*835£500,000 - £749,999
3%5%3%4%5%3%*%3%1%4%3%*%8%3%

bbc

62148217-22101219*322£750,000 - £999,999
4%5%1%4%3%2%-%2%2%2%2%*%3%2%

b

102207321-301218261330£1,000,000 - £1,499,999
6%6%2%3%4%2%-%3%2%2%3%1%3%2%

22142110-1651112*416£1,500,000 - £1,999,999
1%6%1%1%2%1%-%2%1%2%1%1%4%1%

42133*16-1841412*318£2,000,000 - £4,999,999
2%6%1%1%*%2%-%2%1%2%1%*%3%1%

213213-5234*15£5,000,000 +
1%2%*%1%1%*%-%*%*%*%*%*%1%*%

4553235515313393411512293352519380Don't know / not sure
27%14%33%25%22%33%35%31%32%31%33%39%18%32%

aaa

9399143871499397410319113Refused
5%9%10%7%5%9%13%9%8%10%10%1%8%9%

bb

741644011236422535012373174673749554£0-£399,999
45%44%45%51%53%45%47%46%50%44%45%57%47%46%

a

204612286657822626711684£400,000 - £999,999
12%11%6%10%12%7%5%7%5%8%6%1%16%7%

bbbc

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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C2a. Revenue
Base: All respondents



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

bababababacbaSignificance Level: 95%
1714596222359960941106480720102967991200Unweighted total
167379742186893811110894737271026651031200Weighted total

1674712447-6421435011064£1,000,000 - 4,999,999
10%19%5%6%6%5%-%6%4%6%5%2%10%5%

bc

213213-5234*15£5,000,000 +
1%2%*%1%1%*%-%*%*%*%*%*%1%*%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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C2a. Revenue
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthMonthother main provider

DecNovOctJunMayAprMarFebJanDissatisfiedSatisfiedTOTAL

cbacbacba*baSignificance Level: 95%
141112144245956012317011041881200Unweighted total
145132120247975614116210061751200Weighted total

2892220125132210118140Up to £49,999
20%7%18%8%12%9%9%13%10%23%10%12%

bb

141420341313191711-22154£50,000 - £99,999
10%10%16%14%13%23%13%10%11%-%13%13%

18131028137131910-19130£100,000 - £199,999
13%10%8%11%14%12%9%11%10%-%11%11%

169927641211221095£200,000 - £299,999
11%7%8%11%6%7%8%7%2%37%6%8%

a

42-1632323-235£300,000 - £399,999
3%2%-%6%3%3%2%1%3%-%1%3%

a

41583-*32-1026£400,000 - £499,999
3%1%4%3%3%-%*%2%2%-%6%2%

317116*34*-635£500,000 - £749,999
2%1%5%4%7%*%2%3%*%-%3%3%

231712-6**822£750,000 - £999,999
1%2%1%3%1%3%-%4%*%3%5%2%

c

2475*2541-1030£1,000,000 - £1,499,999
1%3%6%2%*%4%3%2%1%-%6%2%

c

32*5--4*32216£1,500,000 - £1,999,999
2%1%*%2%-%-%3%*%3%37%1%1%

bb

3-3*2*217-618£2,000,000 - £4,999,999
2%-%2%*%2%*%2%*%7%-%3%1%

bc

1**11**11-25£5,000,000 +
1%*%*%*%1%*%*%1%1%-%1%*%

354729673217496340-47380Don't know / not sure
24%36%24%27%33%31%35%39%40%-%27%32%

ac

12269185418119-12113Refused
8%20%7%7%6%8%13%7%9%-%7%9%

ac

8147611244630597035473554£0-£399,999
56%35%51%50%48%53%42%43%35%60%41%46%

bb

8612261123133*2484£400,000 - £999,999
6%4%10%11%11%3%2%8%3%3%14%7%

c

861010221141121864£1,000,000 - 4,999,999
5%4%8%4%2%4%8%3%11%37%10%5%

b
Columns Tested: a,b - a,b,c - a,b,c - a,b,c
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C2a. Revenue
Base: All respondents



Satisfaction with
MonthMonthMonthother main provider

DecNovOctJunMayAprMarFebJanDissatisfiedSatisfiedTOTAL

cbacbacba*baSignificance Level: 95%
141112144245956012317011041881200Unweighted total
145132120247975614116210061751200Weighted total

1**11**11-25£5,000,000 +
1%*%*%*%1%*%*%1%1%-%1%*%

Columns Tested: a,b - a,b,c - a,b,c - a,b,c
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C2a. Revenue
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
734143167156827882106907164100611200Unweighted total

103250615784931821888670134123721200Weighted total

72-----------7272East of England
7%-%-%-%-%-%-%-%-%-%-%-%100%6%

bcdefghbcdefgh

ijklijklm

123----------123-123East Midlands
12%-%-%-%-%-%-%-%-%-%-%100%-%10%

acdefghacdefghi

ijkljklm

134---------134--134Greater London
13%-%-%-%-%-%-%-%-%-%100%-%-%11%

abdefghabdefgh

ijklijklm

70--------70---70North East
7%-%-%-%-%-%-%-%-%100%-%-%-%6%

abcefghabcefghijk

ijkllm

86-------86----86North West
8%-%-%-%-%-%-%-%100%-%-%-%-%7%

abcdfghabcdfghijk

ijkllm

188------188-----188South East
18%-%-%-%-%-%-%100%-%-%-%-%-%16%

abcdeghabcdeghijk

ijkllm

182-----182------182South West
18%-%-%-%-%-%100%-%-%-%-%-%-%15%

abcdefhabcdefhijk

ijkllm

93----93-------93West Midlands
9%-%-%-%-%100%-%-%-%-%-%-%-%8%

abcdefgabcdefgi

ijkljklm

84---84--------84Yorkshire and The Humber
8%-%-%-%100%-%-%-%-%-%-%-%-%7%

abcdefgabcdefghj

hjklklm

---57---------57Scotland
-%-%-%100%-%-%-%-%-%-%-%-%-%5%

abcdefgh

iklm

--61----------61Wales
-%-%100%-%-%-%-%-%-%-%-%-%-%5%

abcdefghij

lm

-50-----------50Northern Ireland
-%100%-%-%-%-%-%-%-%-%-%-%-%4%

abcdefgh

ijkm

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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C3. Where in the UK do you work?
Base: All respondents



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
734143167156827882106907164100611200Unweighted total

103250615784931821888670134123721200Weighted total

1032---84931821888670134123721032England
100%-%-%-%100%100%100%100%100%100%100%100%100%86%

jkljkljkljkljkljkljkljkljkljkl

240---84---8670---240North
23%-%-%-%100%-%-%-%100%100%-%-%-%20%

abcfghjabcfghjklabcfghjklmabcfghjklm

klm

288----93-----12372288Mids
28%-%-%-%-%100%-%-%-%-%-%100%100%24%

cdefgijcdefgijkcdefgijcdefgijk

kllmlmklm

504-----182188--134--504South
49%-%-%-%-%-%100%100%-%-%100%-%-%42%

abdehijabdehijklmabdehijklmabdehij

klklm

5351512153354469544361297822577Urban
52%30%19%26%39%58%25%50%51%51%96%63%30%48%

agijklkjkagijklagjklagjklagjklagijklmabdefgh

ijklm

497354942513913693433454550623Rural
48%70%81%74%61%42%75%50%49%49%4%37%70%52%

bcbcdefhmbcdefhilmbchmbcdefhimcbcdefhmccccbcdefhm

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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C3. Where in the UK do you work?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

baedcbagfed*cbaSignificance Level: 95%
68551529250581849084865428095161161191200Unweighted total
62357748893011524625930989161031191200Weighted total

502231*269233172212972East of England
8%4%7%6%4%7%6%5%6%6%2%12%11%8%6%

adg

457852121184153411*148123East Midlands
7%13%10%19%10%7%10%9%8%11%13%1%14%7%10%

babe

51293--313281102510-3-134Greater London
1%22%5%-%-%9%11%17%17%8%11%-%3%-%11%

bcdcdeabeabeaab

34363*2167226159121470North East
6%6%7%5%19%4%6%5%11%5%10%8%2%11%6%

abdebbbeg

4344511381313249151086North West
7%8%10%8%10%11%7%7%4%8%10%7%5%8%7%

9395712418175758115168188South East
15%16%15%18%18%14%16%16%12%19%13%31%15%7%16%

aaa

136462*-2180661050831525182South West
22%8%4%2%-%6%16%14%17%16%9%17%14%21%15%

abcded

3954411289311259-151093West Midlands
6%9%9%6%14%8%8%7%2%8%10%-%14%8%8%

fg

513341*2802861931111184Yorkshire and The Humber
8%6%8%16%2%7%7%6%10%6%3%8%11%9%7%

acd

4215411253232126231057Scotland
7%3%8%8%10%7%5%5%3%4%6%11%2%8%5%

aa

49124*1357242137*4961Wales
8%2%8%5%8%10%5%5%4%4%8%3%4%8%5%

aaa

3515411346183143*5650Northern Ireland
6%3%9%6%7%10%4%4%5%5%4%3%5%5%4%

aaa

49753536772299639852270731492941032England
80%93%75%81%76%73%86%86%88%87%82%84%89%79%86%

bbceaa

128112122372288115592141835240North
20%19%25%29%30%22%20%18%25%19%23%23%17%29%20%

beg

13515312337276959772224027288Mids
22%27%25%32%28%22%24%21%16%25%25%14%39%23%24%

badefg

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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C3. Where in the UK do you work?
Base: All respondents



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

baedcbagfed*cbaSignificance Level: 95%
68551529250581849084865428095161161191200Unweighted total
62357748893011524625930989161031191200Weighted total

23526912229492221271343083433504South
38%47%25%20%18%29%43%48%46%43%33%48%32%27%42%

bbcdeabdaab

-57726541755124540149419629577Urban
-%100%54%64%43%55%48%53%68%48%46%57%60%8%48%

bacaadegaaade

623-2235146012171916048741110623Rural
100%-%46%36%57%45%52%47%32%52%54%43%40%92%52%

addfbfbfbdefg

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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C3. Where in the UK do you work?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*gfedcbacbaba*dcbaSignificance Level: 95%
24362971472236063085893033088922985744791200Unweighted total
3163460142212712240622338240960564575801200Weighted total

-**5416441543141557*2-4072East of England
-%1%1%8%3%8%6%6%7%4%6%6%3%3%-%7%6%

cecb

-1461726692961322994*9564123East Midlands
-%3%11%9%12%12%10%12%10%10%12%10%7%14%10%11%10%

-63726187226793026108*12863134Greater London
-%35%9%12%18%8%10%11%13%9%11%11%7%19%14%11%11%

abcdeaba

-1442144415292615551463470North East
-%6%13%7%2%7%6%6%5%8%6%6%15%6%11%6%6%

acccc

-1447145316462416701413386North West
-%5%13%7%5%6%8%7%7%7%7%7%11%6%2%6%7%

2*611372310635985535153*12896188South East
84%2%17%18%26%11%15%15%16%16%15%16%7%19%14%16%16%

ffabff

-33*153812134994934148-6594182South West
-%16%8%*%11%18%17%14%16%15%14%15%-%9%9%16%15%

ddddd

-*24217631937371974*774593West Midlands
-%2%6%7%1%8%9%8%6%11%8%8%7%11%12%8%8%

cccb

-1241311531844221866*243184Yorkshire and The Humber
-%4%7%7%9%5%7%8%7%6%8%7%8%3%6%5%7%

-11561032932169481333057Scotland
-%7%2%8%4%5%5%4%5%5%4%5%13%4%5%5%5%

-2147163193319951*262961Wales
-%11%3%6%5%7%4%4%5%5%4%5%6%3%10%5%5%

a

*1466102314221414361242150Northern Ireland
16%6%11%9%4%5%3%6%4%4%6%4%16%3%7%4%4%

aca

2122946124176626207535290207825357455001032England
84%76%84%76%87%83%88%86%86%86%86%86%65%89%78%86%86%

ddf

-211132239150491207249191291199240North
-%15%32%21%16%18%21%20%19%21%20%20%34%15%20%17%20%

abcf

-1615235917664140846422411812150288Mids
-%7%18%25%16%28%25%27%23%25%27%23%17%28%21%26%24%

fcfcf

2911187878299942751349441013021252504South
84%54%33%30%55%37%42%39%44%40%39%43%14%47%37%43%42%

bdeabded
Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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C3. Where in the UK do you work?
Base: All respondents



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*gfedcbacbaba*dcbaSignificance Level: 95%
24362971472236063085893033088922985744791200Unweighted total
3163460142212712240622338240960564575801200Weighted total

-1019347210033313428715613444333430286577Urban
-%61%54%57%51%47%47%56%46%46%56%46%52%54%52%49%48%

aba

3616267011237910633518210651733028294623Rural
100%39%46%43%49%53%53%44%54%54%44%54%48%46%48%51%52%

ccb
Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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C3. Where in the UK do you work?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cbababa*e*dcbaSignificance Level: 95%
142749111421057981101292642644921200Unweighted total

828690615310461071092242440634911200Weighted total

*185412608645-332672East of England
3%6%6%8%6%8%6%20%-%9%5%5%6%

*3686259816107224555123East Midlands
2%13%9%16%9%15%10%8%7%10%8%11%10%

a

2291031112411124--5771134Greater London
31%10%11%7%12%10%11%-%-%13%11%14%11%

*1654862565*4152170North East
3%6%6%5%6%5%6%1%18%3%8%4%6%

*226497778011273786North West
2%8%7%6%7%6%7%5%5%4%11%8%7%

-4614228160161728*5583188South East
-%16%16%18%15%15%16%32%2%13%8%17%16%

-4313920162151663871763182South West
-%15%15%13%15%14%15%13%32%18%27%13%15%

a

2286320731578*4623593West Midlands
22%10%7%13%7%14%7%1%15%16%3%7%8%

aaab

-2361107487624342684Yorkshire and The Humber
-%8%7%7%7%8%7%8%16%7%7%5%7%

*84835425511*23057Scotland
6%3%5%2%5%2%5%4%4%*%4%6%5%

1105035825911*22861Wales
13%3%6%2%6%2%5%4%2%1%3%6%5%

16424462471-231650Northern Ireland
18%2%5%2%4%2%4%4%-%5%5%3%4%

5262765143889101931212337554171032England
63%92%84%94%85%94%85%88%94%94%89%85%86%

aaa

*61178272132022031061684240North
5%21%20%18%20%19%20%13%39%14%26%17%20%

2832035723139249751410115288Mids
27%29%22%37%22%36%23%29%22%35%17%24%24%

aaab

211738459445424621181829218504South
31%41%42%38%43%39%42%45%33%45%46%44%42%

61494228149561515982733245577Urban
73%52%47%53%47%57%47%36%34%68%53%50%48%

a

2137484725514657715161329247623Rural
27%48%53%47%53%43%53%64%66%32%47%50%52%

c
Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c
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C3. Where in the UK do you work?
Base: All respondents



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
13311374213009342819259398523113273511043422066431200Unweighted total
10111324172866346788266361522111567010823252196431200Weighted total

5672911-264822203269436623113872East of England
5%6%7%4%-%8%6%8%5%6%6%6%6%7%5%6%6%

c

71183825-438433345211579113262667123East Midlands
7%10%9%9%-%12%11%12%10%10%10%12%10%8%12%10%10%

1712454583237720486312689119382070134Greater London
16%11%13%20%47%7%10%8%13%12%11%13%11%12%9%11%11%

afffg

4682515-17411218266935652194170North East
4%6%6%5%-%5%5%5%5%5%6%5%6%6%4%6%6%

3802520-276123223778377627174286North West
3%7%6%7%-%8%8%9%6%7%7%6%7%8%8%7%7%

2117454441571353356831701031674139108188South East
21%15%13%16%10%16%17%12%16%16%15%15%15%13%18%17%16%

a

71747746-5011340508516997162543987182South West
7%15%19%16%-%14%14%15%14%16%15%14%15%16%18%13%15%

cc

2883013-356028304182338020234893West Midlands
2%8%7%4%-%10%8%11%8%8%7%5%7%6%11%7%8%

cccbbbbbb

11803117*225620273180547822134984Yorkshire and The Humber
11%7%7%6%4%6%7%7%7%6%7%8%7%7%6%8%7%

6541717116391216255332522053257Scotland
6%5%4%6%15%5%5%5%4%5%5%5%5%6%2%5%5%

b

4572014-18411224265938571993461Wales
4%5%5%5%-%5%5%5%7%5%5%6%5%6%4%5%5%

1448178113331017204730471472850Northern Ireland
14%4%4%3%24%4%4%4%5%4%4%5%4%4%3%4%4%

ab

7697336324832996752313054519575699262721985501032England
76%86%87%87%61%86%86%87%84%86%86%85%86%84%90%86%86%

ccc

182278051*661585567942261262196939132240North
18%20%19%18%4%19%20%21%18%18%20%19%20%21%18%21%20%

142739748-10419284841252651542596961153288Mids
14%24%23%17%-%30%24%31%23%24%24%23%24%21%28%24%24%

cccabcdeg

4547318614931293259315423246628944813398265504South
44%42%45%52%57%37%41%35%43%44%42%43%41%41%45%41%42%

affff
Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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C3. Where in the UK do you work?
Base: All respondents



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
13311374213009342819259398523113273511043422066431200Unweighted total
10111324172866346788266361522111567010823252196431200Weighted total

535431851534163389137164258538327523156109301577Urban
53%48%44%54%66%47%49%52%46%49%48%49%48%48%50%47%48%

475892321332183398129197264577343558168110342623Rural
47%52%56%46%34%53%51%48%54%51%52%51%52%52%50%53%52%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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C3. Where in the UK do you work?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbac*babaSignificance Level: 95%
116931149183115572141169946117610171166108316667749011200Unweighted total
11891216516711497056117093311749861165109317627398831200Weighted total

1054877250-70617256696416484572East of England
8%6%5%4%6%7%-%6%7%6%6%6%6%9%10%7%5%6%

1590181311978-11789121107121114*77788123East Midlands
13%10%11%8%10%11%-%10%10%10%11%10%10%1%11%10%10%10%

31161526115693129103129114129127-374105134Greater London
2%13%9%16%10%10%42%11%11%11%12%11%12%-%4%10%12%11%

ccab

7501367038-695170587062-6474670North East
6%6%8%3%6%5%-%6%6%6%6%6%6%-%10%6%5%6%

872758250-85638465847924526586North West
6%8%4%3%7%7%-%7%7%7%7%7%7%14%7%7%7%7%

c

221273641183118-188156185148185170513116134188South East
19%14%22%25%16%17%-%16%17%16%15%16%16%30%20%16%15%16%

bab

2213423151741052174142177154174169-5115129182South West
19%15%14%9%15%15%37%15%15%15%16%15%15%-%9%16%15%15%

cc

106518109054-93749270928035507693West Midlands
8%7%11%6%8%8%-%8%8%8%7%8%7%19%9%7%9%8%

6689148146181648069807734506884Yorkshire and The Humber
5%7%6%8%7%6%19%7%7%7%7%7%7%16%7%7%8%7%

544785533-564555505352-2384157Scotland
5%5%4%5%5%5%-%5%5%5%5%5%5%-%4%5%5%5%

648756038*58476051595512375061Wales
5%5%4%3%5%5%2%5%5%5%5%5%5%5%3%5%6%5%

3434164827-49374944494314363450Northern Ireland
3%5%2%10%4%4%-%4%4%4%4%4%4%6%6%5%4%4%

ab

103777147137986607610068031010841100494315536297571032England
87%85%90%82%86%86%98%86%86%86%85%86%86%89%87%85%86%86%

2119129252331331235178234192234218515149180240North
18%21%17%15%20%19%19%20%19%20%19%20%20%31%24%20%20%20%

352094429281183-280224285233281258518175210288Mids
30%23%27%18%24%26%-%24%24%24%24%24%24%29%29%24%24%24%

cc

4737874834722915491401491416489466520304368504South
40%41%45%50%41%41%79%42%43%42%42%42%43%30%33%41%42%42%

ab

5543485945423453565459563476561525930346421577Urban
47%48%51%56%47%49%42%48%49%48%48%48%48%52%49%47%48%48%

b
Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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C3. Where in the UK do you work?
Base: All respondents



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbac*babaSignificance Level: 95%
116931149183115572141169946117610171166108316667749011200Unweighted total
11891216516711497056117093311749861165109317627398831200Weighted total

6247880736073604605474611509604568832393461623Rural
53%52%49%44%53%51%58%52%51%52%52%52%52%48%51%53%52%52%

c
Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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C3. Where in the UK do you work?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

bababababacbaSignificance Level: 95%
1714596222359960941106480720102967991200Unweighted total
167379742186893811110894737271026651031200Weighted total

12260123605672547615672East of England
7%6%6%5%5%6%4%6%5%7%6%7%6%6%

20310518596111124578102614123East Midlands
12%9%11%8%7%10%10%10%9%11%10%10%13%10%

2059437138610124518312527134Greater London
12%15%10%17%19%9%9%11%11%11%12%4%7%11%

bab

13360104625653337595570North East
8%9%6%4%6%7%5%6%7%5%6%8%5%6%

121721436212744047735986North West
7%4%7%6%5%7%11%7%8%6%7%7%9%7%

235159297154518374114165318188South East
14%14%16%13%11%16%5%17%16%16%16%4%18%16%

bbb

233147351513526156691131422020182South West
14%7%15%16%21%14%23%14%15%16%14%30%20%15%

ac

147821067213803063797593West Midlands
8%19%8%5%9%8%12%7%6%9%8%11%5%8%

b

113572756977633517131084Yorkshire and The Humber
7%7%6%12%7%7%7%7%7%7%7%4%9%7%

b

714883496512729505257Scotland
4%4%5%4%5%5%6%5%6%4%5%7%2%5%

7149112495562932532561Wales
4%4%5%5%3%5%4%5%6%4%5%4%5%5%

514171435451733472150Northern Ireland
3%3%4%3%1%5%5%4%4%5%5%3%1%4%

14833835192627969593739963387756951032England
89%89%86%88%91%85%85%86%84%87%85%86%92%86%

3681895012193252151061342031224240North
22%20%19%23%18%21%22%20%22%18%20%19%23%20%

4612246401522829259991892431825288Mids
27%33%25%18%21%24%26%24%21%26%24%28%25%24%

ab

661340010235375414631943104312546504South
39%36%41%47%51%40%37%43%41%43%42%38%44%42%

891944512636433485292353425082642577Urban
53%50%46%58%53%46%43%49%50%47%50%40%40%48%

b
Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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C3. Where in the UK do you work?
Base: All respondents



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

bababababacbaSignificance Level: 95%
1714596222359960941106480720102967991200Unweighted total
167379742186893811110894737271026651031200Weighted total

78185299232505635602383865183962623Rural
47%50%54%42%47%54%57%51%50%53%50%60%60%52%

a
Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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C3. Where in the UK do you work?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthMonthother main provider

DecNovOctJunMayAprMarFebJanDissatisfiedSatisfiedTOTAL

cbacbacba*baSignificance Level: 95%
141112144245956012317011041881200Unweighted total
145132120247975614116210061751200Weighted total

1511628589711272East of England
10%8%5%1%9%9%6%5%7%23%7%6%

cc

51515221310101814-22123East Midlands
3%11%13%9%14%18%7%11%14%-%13%10%

cc

1719827193141513-18134Greater London
11%14%7%11%20%5%10%9%13%-%10%11%

aac

1039173-8173-1570North East
7%2%8%7%3%-%6%11%3%-%8%6%

baa

41212246110115-1086North West
3%9%10%10%7%2%7%7%5%-%6%7%

cc

241916341417222517523188South East
16%14%14%14%15%29%16%16%17%74%13%16%

bc

2424174483272412-26182South West
17%18%14%18%8%5%19%15%12%-%15%15%

ab

128822751499*1993West Midlands
8%6%7%9%7%9%10%5%9%3%11%8%

1010819546138-1184Yorkshire and The Humber
7%8%7%8%5%7%5%8%8%-%6%7%

7671242884-757Scotland
5%4%6%5%4%4%6%5%4%-%4%5%

11381442775-761Wales
8%2%7%6%4%4%5%4%5%-%4%5%

634964774-650Northern Ireland
4%2%4%4%6%6%5%4%4%-%3%4%

12112010021284481191408761551032England
83%91%83%86%87%85%85%86%87%100%88%86%

24253060145244115-36240North
17%19%25%24%15%9%17%25%15%-%21%20%

a

323430472821323529253288Mids
22%25%25%19%29%37%23%22%30%26%30%24%

cc

6461411044222636442566504South
44%47%34%42%43%39%45%40%42%74%38%42%

a

6381591105824637445387577Urban
44%61%49%45%60%43%45%46%45%40%49%48%

cac

Columns Tested: a,b - a,b,c - a,b,c - a,b,c
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C3. Where in the UK do you work?
Base: All respondents



Satisfaction with
MonthMonthMonthother main provider

DecNovOctJunMayAprMarFebJanDissatisfiedSatisfiedTOTAL

cbacbacba*baSignificance Level: 95%
141112144245956012317011041881200Unweighted total
145132120247975614116210061751200Weighted total

8251611363932788855489623Rural
56%39%51%55%40%57%55%54%55%60%51%52%

bbb
Columns Tested: a,b - a,b,c - a,b,c - a,b,c
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C3. Where in the UK do you work?
Base: All respondents
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GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
734143167156827882106907164100611200Unweighted total

103250615784931821888670134123721200Weighted total

98046555280901741727965129119721133Head office
95%91%90%92%96%96%96%92%92%93%96%97%99%94%

kkefjkl

52464338167554167Branch / local office
5%9%10%8%4%4%4%8%8%7%4%3%1%6%

aabmaaa
Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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C4. Is your location the headquarters or a local branch / office?
Base: All respondents

Produced by OLR
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UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

baedcbagfed*cbaSignificance Level: 95%
68551529250581849084865428095161161191200Unweighted total
62357748893011524625930989161031191200Weighted total

5905433967261095427502968616971191133Head office
95%94%81%68%75%86%95%92%85%96%96%100%94%100%94%

dcdbcdeffbdefg

3334932457359133-6*67Branch / local office
5%6%19%32%25%14%5%8%15%4%4%-%6%*%6%

aabeabaaadeaaa
Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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C4. Is your location the headquarters or a local branch / office?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*gfedcbacbaba*dcbaSignificance Level: 95%
24362971472236063085893033088922985744791200Unweighted total
3163460142212712240622338240960564575801200Weighted total

3123154134199682221587326221913459565601133Head office
100%71%90%89%94%94%96%92%94%96%92%95%81%93%98%97%94%

ffffdefc

-5468133019351319481512067Branch / local office
-%29%10%11%6%6%4%8%6%4%8%5%19%7%2%3%6%

abcdeaaa
Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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C4. Is your location the headquarters or a local branch / office?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cbababa*e*dcbaSignificance Level: 95%
142749111421057981101292642644921200Unweighted total

828690615310461071092242440634911200Weighted total

62778491469871011032202437614721133Head office
84%97%94%95%94%94%94%83%100%93%97%96%94%

a

19577596604-321967Branch / local office
16%3%6%5%6%6%6%17%-%7%3%4%6%

b
Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c
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C4. Is your location the headquarters or a local branch / office?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
13311374213009342819259398523113273511043422066431200Unweighted total
10111324172866346788266361522111567010823252196431200Weighted total

9410684042745331752257337497105262910193072026111133Head office
94%94%97%96%89%96%95%97%93%95%94%94%94%95%92%95%94%

b

6641212115369242463416218173167Branch / local office
6%6%3%4%11%4%5%3%7%5%6%6%6%5%8%5%6%

a
Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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C4. Is your location the headquarters or a local branch / office?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbac*babaSignificance Level: 95%
116931149183115572141169946117610171166108316667749011200Unweighted total
11891216516711497056117093311749861165109317627398831200Weighted total

11186215515810836726111088211089321099103217586958271133Head office
94%95%94%95%94%95%100%95%94%94%95%94%94%99%95%94%94%94%

7501096533-605166546662*3445667Branch / local office
6%5%6%5%6%5%-%5%6%6%5%6%6%1%5%6%6%6%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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C4. Is your location the headquarters or a local branch / office?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

bababababacbaSignificance Level: 95%
1714596222359960941106480720102967991200Unweighted total
167379742186893811110894737271026651031200Weighted total

16134913214648851061027448685965641021133Head office
96%93%94%98%93%94%95%94%95%94%94%98%99%94%

bc

636144545612442621167Branch / local office
4%7%6%2%7%6%5%6%5%6%6%2%1%6%

aa
Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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C4. Is your location the headquarters or a local branch / office?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthMonthother main provider

DecNovOctJunMayAprMarFebJanDissatisfiedSatisfiedTOTAL

cbacbacba*baSignificance Level: 95%
141112144245956012317011041881200Unweighted total
145132120247975614116210061751200Weighted total

13412811423693521241579561671133Head office
93%97%95%96%95%93%88%96%95%100%95%94%

cc

104611441765-867Branch / local office
7%3%5%4%5%7%12%4%5%-%5%6%

ab

Columns Tested: a,b - a,b,c - a,b,c - a,b,c
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C4. Is your location the headquarters or a local branch / office?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
734143167156827882106907164100611200Unweighted total

103250615784931821888670134123721200Weighted total

93745565176801561837465124112671089Yes
91%89%92%89%91%86%86%97%86%93%92%91%94%91%

eghjlm

9555671326512510115111No
9%11%8%11%9%14%14%3%14%7%8%9%6%9%

ffffff
Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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C5. Do you have an internet connection in the location where your organisation is based?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

baedcbagfed*cbaSignificance Level: 95%
68551529250581849084865428095161161191200Unweighted total
62357748893011524625930989161031191200Weighted total

5605294789301041436592618016981001089Yes
90%92%99%98%100%99%90%94%100%84%89%97%95%84%91%

aaaaeadeae

63481*-*11126-489*619111No
10%8%1%2%-%1%10%6%-%16%11%3%5%16%9%

bcebfgfbfg

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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Table 6  (continuation)                                                                                                                                                                          Page 68

C5. Do you have an internet connection in the location where your organisation is based?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*gfedcbacbaba*dcbaSignificance Level: 95%
24362971472236063085893033088922985744791200Unweighted total
3163460142212712240622338240960564575801200Weighted total

3163460136193627235567286235854564575221089Yes
100%99%100%100%96%91%88%98%91%85%98%89%100%100%100%90%91%

aababcaabaaaa

-*--62085554525106--*58111No
-%1%-%-%4%9%12%2%9%15%2%11%-%-%*%10%9%

ddecdefcbcbbc

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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C5. Do you have an internet connection in the location where your organisation is based?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cbababa*e*dcbaSignificance Level: 95%
142749111421057981101292642644921200Unweighted total

828690615310461071092242440634911200Weighted total

8272809151937107981242436614521089Yes
100%95%89%99%90%100%90%100%97%92%98%92%91%

aaa

-14972109*111-13140111No
-%5%11%1%10%*%10%-%3%8%2%8%9%

bbb
Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c
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C5. Do you have an internet connection in the location where your organisation is based?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
13311374213009342819259398523113273511043422066431200Unweighted total
10111324172866346788266361522111567010823252196431200Weighted total

971026399263532570525132948810086279752982075731089Yes
97%91%96%92%92%94%90%94%91%94%90%94%90%92%94%89%91%

bbagacgacga

31061823*218215323410743106271270111No
3%9%4%8%8%6%10%6%9%6%10%6%10%8%6%11%9%

acbdfbdbdfb
Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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C5. Do you have an internet connection in the location where your organisation is based?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbac*babaSignificance Level: 95%
116931149183115572141169946117610171166108316667749011200Unweighted total
11891216516711497056117093311749861165109317627398831200Weighted total

1078141621601039664610628641064898105999114556708001089Yes
91%89%99%96%90%94%100%91%93%91%91%91%91%83%90%91%91%91%

bcbb

11982711041-1086911088107102366983111No
9%11%1%4%10%6%-%9%7%9%9%9%9%17%10%9%9%9%

aaac

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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C5. Do you have an internet connection in the location where your organisation is based?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

bababababacbaSignificance Level: 95%
1714596222359960941106480720102967991200Unweighted total
167379742186893811110894737271026651031200Weighted total

1603686821368838-1089408680916641031089Yes
96%99%89%97%100%89%-%100%86%94%89%99%100%91%

babbcc

6*1066-101111-6447111**111No
4%1%11%3%-%11%100%-%14%6%11%1%*%9%

abaaab

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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C5. Do you have an internet connection in the location where your organisation is based?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthMonthother main provider

DecNovOctJunMayAprMarFebJanDissatisfiedSatisfiedTOTAL

cbacbacba*baSignificance Level: 95%
141112144245956012317011041881200Unweighted total
145132120247975614116210061751200Weighted total

13612311321088531241519061701089Yes
94%93%94%85%91%94%88%93%90%100%97%91%

8973693171110-5111No
6%7%6%15%9%6%12%7%10%-%3%9%

Columns Tested: a,b - a,b,c - a,b,c - a,b,c
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C5. Do you have an internet connection in the location where your organisation is based?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
734143167156827882106907164100611200Unweighted total

103250615784931821888670134123721200Weighted total

Senior Management
(Managing Director,
Director, Business

65436484147601271165948727550779Owner)
63%71%79%73%56%65%70%62%69%69%53%61%70%65%

cibcfhimcimc

Office Admin / Office
268101012232842531816433313300Management

26%19%16%22%27%30%23%28%21%23%32%27%19%25%

kkkkklk

343115*833355240Finance / Accounts
3%6%2%2%6%*%4%2%3%4%4%4%2%3%

hh

General manager / site
111-*1-321--2212manager

1%1%-%*%1%-%1%1%1%-%-%1%2%1%

11-*-1--3--5-211Marketing
1%-%*%-%1%-%-%2%-%-%4%-%2%1%

jkl

5---*--3-*--25Procurement
*%-%-%-%*%-%-%1%-%*%-%-%2%*%

4-****--1--2-4Customer Service
*%-%*%*%1%*%-%-%2%-%-%1%-%*%

Customer Relationship
4---11---1---4Management
*%-%-%-%1%2%-%-%-%2%-%-%-%*%

3**-1---1*---4Sales
*%1%1%-%1%-%-%-%1%*%-%-%-%*%

3---*--3*--*-3Operations
*%-%-%-%*%-%-%1%*%-%-%*%-%*%

1--*-1-------2Company Secretary
*%-%-%1%-%2%-%-%-%-%-%-%-%*%

m

*------*-----*Facilities
*%-%-%-%-%-%-%*%-%-%-%-%-%*%

--------------Mailroom
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Refused
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

33111322521106237Other answers
3%1%2%3%3%2%1%3%3%2%7%5%3%3%

l
Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
OFC1885
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C6. Please could you tell me which type of department you work in?
Base: All respondents



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

baedcbagfed*cbaSignificance Level: 95%
68551529250581849084865428095161161191200Unweighted total
62357748893011524625930989161031191200Weighted total

Senior Management
(Managing Director,
Director, Business

424355141211765289322226195790779Owner)
68%62%29%15%20%35%66%63%54%72%69%52%55%76%65%

adcdbcdebfgbbfg

Office Admin / Office
13616325551527513018572073221300Management

22%28%52%62%54%49%24%28%30%18%23%41%31%18%25%

baaaaaeae

18224112361656614340Finance / Accounts
3%4%9%11%8%8%3%3%8%2%6%6%4%2%3%

aaaaee

General manager / site
751**-11523----12manager
1%1%1%3%3%-%1%1%4%1%-%-%-%-%1%

bbab

56*-*-115-5--1-11Marketing
1%1%1%-%5%-%1%1%-%2%-%-%1%-%1%

abe

4*1-**4--32-*-5Procurement
1%*%1%-%4%1%*%-%-%1%2%-%*%-%*%

agg

321**13*-2--*24Customer Service
*%*%3%3%2%3%*%*%-%1%-%-%*%1%*%

aaaag

Customer Relationship
21----44------4Management
*%*%-%-%-%-%*%1%-%-%-%-%-%-%*%

*3*-*-3*-3----4Sales
*%1%*%-%2%-%*%*%-%1%-%-%-%-%*%

g

3*1*-121------3Operations
*%*%2%2%-%2%*%*%-%-%-%-%-%-%*%

aaa

2-----22------2Company Secretary
*%-%-%-%-%-%*%*%-%-%-%-%-%-%*%

*-**-----*----*Facilities
*%-%*%2%-%-%-%-%-%*%-%-%-%-%*%

ab

---------------Mailroom
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Refused
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Produced by OLR
OFC1885
Issue date: 18/01/16
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C6. Please could you tell me which type of department you work in?
Base: All respondents



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

baedcbagfed*cbaSignificance Level: 95%
68551529250581849084865428095161161191200Unweighted total
62357748893011524625930989161031191200Weighted total

19181**1351128--8437Other answers
3%3%2%1%2%3%3%2%4%3%-%-%8%3%3%

ddeg

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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C6. Please could you tell me which type of department you work in?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*gfedcbacbaba*dcbaSignificance Level: 95%
24362971472236063085893033088922985744791200Unweighted total
3163460142212712240622338240960564575801200Weighted total

Senior Management
(Managing Director,
Director, Business

*815217511952112739425812765233239458779Owner)
16%51%43%35%53%56%73%53%63%76%53%68%50%50%68%79%65%

ddbcdefcbcbcbc

Office Admin / Office
24123149631387916160792211241090300Management

84%22%36%52%34%30%19%33%26%18%33%23%20%37%18%15%25%

aabcefaaabaaab

-3425159142231425158740Finance / Accounts
-%20%13%4%4%7%1%6%4%1%6%3%18%7%14%1%3%

abcdacdaaaaaaa

General manager / site
--2*-3639*39*--712manager
-%-%7%*%-%2%1%1%1%*%1%1%2%-%-%1%1%

abcda

--*152365-65---311Marketing
-%-%1%2%4%1%*%2%1%-%2%1%-%-%-%*%1%

abaa

-*-23--22-22*---5Procurement
-%2%-%3%2%-%-%1%*%-%1%*%7%-%-%-%*%

ababab

-*---*422-22-*--4Customer Service
-%2%-%-%-%*%*%1%*%-%1%*%-%*%-%-%*%

b

Customer Relationship
-----12-31-4-1--4Management
-%-%-%-%-%1%*%-%*%*%-%*%-%2%-%-%*%

a

---*2-112113-*--4Sales
-%-%-%*%2%-%*%*%*%*%*%*%-%1%-%-%*%

a

--*-*3**3**3-*-23Operations
-%-%1%-%*%1%*%*%*%*%*%*%-%*%-%*%*%

a

---*--1-*1-2---22Company Secretary
-%-%-%1%-%-%*%-%*%*%-%*%-%-%-%*%*%

-*-----*--*-----*Facilities
-%1%-%-%-%-%-%*%-%-%*%-%-%-%-%-%*%

a

-----------------Mailroom
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Refused
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Produced by OLR
OFC1885
Issue date: 18/01/16
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C6. Please could you tell me which type of department you work in?
Base: All respondents



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*gfedcbacbaba*dcbaSignificance Level: 95%
24362971472236063085893033088922985744791200Unweighted total
3163460142212712240622338240960564575801200Weighted total

-**2352651913532*1*1137Other answers
-%1%*%4%2%2%4%2%3%4%2%3%3%2%*%2%3%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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C6. Please could you tell me which type of department you work in?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cbababa*e*dcbaSignificance Level: 95%
142749111421057981101292642644921200Unweighted total

828690615310461071092242440634911200Weighted total

Senior Management
(Managing Director,
Director, Business

6179594896896371617152935313779Owner)
74%63%66%58%66%59%66%73%59%74%56%64%65%

Office Admin / Office
267231432572927134919121300Management

20%24%26%28%25%27%25%14%17%24%30%25%25%

-142693173314*41640Finance / Accounts
-%5%3%6%3%6%3%3%17%1%6%3%3%

General manager / site
-39-12-12--*-612manager
-%1%1%-%1%-%1%-%-%1%-%1%1%

-56-11-112---911Marketing
-%2%1%-%1%-%1%8%-%-%-%2%1%

-14*4*4-*-*35Procurement
-%*%*%*%*%*%*%-%1%-%*%1%*%

-313123*-*124Customer Service
-%1%*%2%*%1%*%1%-%1%2%*%*%

aaa

Customer Relationship
--4-4-4----14Management
-%-%*%-%*%-%*%-%-%-%-%*%*%

--4-4-4---*-4Sales
-%-%*%-%*%-%*%-%-%-%1%-%*%

-*3-3-3----*3Operations
-%*%*%-%*%-%*%-%-%-%-%*%*%

--2-2-2----*2Company Secretary
-%-%*%-%*%-%*%-%-%-%-%*%*%

-*--*-*-*---*Facilities
-%*%-%-%*%-%*%-%1%-%-%-%*%

-------------Mailroom
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Refused
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%

*1324928630*1-31937Other answers
6%4%3%6%3%6%3%1%5%-%5%4%3%

a
Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c
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C6. Please could you tell me which type of department you work in?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
13311374213009342819259398523113273511043422066431200Unweighted total
10111324172866346788266361522111567010823252196431200Weighted total

Senior Management
(Managing Director,
Director, Business

527262601724230491177216345709392686203134436779Owner)
52%64%62%60%78%66%62%66%60%66%64%59%63%63%61%68%65%

ccbbbb

Office Admin / Office
3429310678177215531041182932072838661148300Management
34%26%25%27%18%22%27%20%29%23%26%31%26%26%28%23%25%

fdffacdff

8401710-15271418203926391362240Finance / Accounts
7%4%4%4%-%4%3%5%5%4%3%4%4%4%3%3%3%

b

General manager / site
31244-21141412111242512manager
3%1%1%1%-%1%1%2%*%1%1%2%1%1%1%1%1%

2865-6754788847-11Marketing
2%1%1%2%-%2%1%2%1%1%1%1%1%1%3%-%1%

aa

*5*2**2*315152-35Procurement
*%*%*%1%4%*%*%*%1%*%*%*%*%1%-%*%*%

*44*-444244242*24Customer Service
*%*%1%*%-%1%*%1%1%1%*%*%*%1%*%*%*%

ac

Customer Relationship
-411--1--14-4-124Management
-%*%*%*%-%-%*%-%-%*%*%-%*%-%1%*%*%

*4*--*2-2*4141-34Sales
*%*%*%-%-%*%*%-%*%*%*%*%*%*%-%*%*%

-3**--3-3*333**33Operations
-%*%*%*%-%-%*%-%1%*%*%*%*%*%*%*%*%

-2---*****2*2--22Company Secretary
-%*%-%-%-%*%*%*%*%*%*%*%*%-%-%*%*%

****--*-******--*Facilities
*%*%*%*%-%-%*%-%*%*%*%*%*%*%-%-%*%

-----------------Mailroom
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Refused
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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C6. Please could you tell me which type of department you work in?
Base: All respondents



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
13311374213009342819259398523113273511043422066431200Unweighted total
10111324172866346788266361522111567010823252196431200Weighted total

2321712-122388213318331081737Other answers
2%3%4%4%-%3%3%3%2%4%3%3%3%3%4%3%3%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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C6. Please could you tell me which type of department you work in?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbac*babaSignificance Level: 95%
116931149183115572141169946117610171166108316667749011200Unweighted total
11891216516711497056117093311749861165109317627398831200Weighted total

Senior Management
(Managing Director,
Director, Business

875939911074546637646007626287556991046466561779Owner)
74%65%60%66%65%66%44%65%64%65%64%65%64%60%75%63%64%65%

a

Office Admin / Office
2623138372861684290233294263293280710202229300Management
22%25%23%22%25%24%56%25%25%25%27%25%26%39%16%27%26%25%

330874023-382840284040--313340Finance / Accounts
2%3%5%4%3%3%-%3%3%3%3%3%4%-%-%4%4%3%

General manager / site
*752129-12912121212--8812manager
*%1%3%1%1%1%-%1%1%1%1%1%1%-%-%1%1%1%

b

-563117-911118911--6811Marketing
-%1%4%2%1%1%-%1%1%1%1%1%1%-%-%1%1%1%

bc

-4**55-555554-*525Procurement
-%*%*%*%*%1%-%*%*%*%*%*%*%-%*%1%*%*%

-32*44-444444-*244Customer Service
-%*%1%*%*%1%-%*%*%*%*%*%*%-%*%*%*%*%

Customer Relationship
-4--43-334344--144Management
-%*%-%-%*%*%-%*%*%*%*%*%*%-%-%*%*%*%

-21-31-444244--134Sales
-%*%1%-%*%*%-%*%*%*%*%*%*%-%-%*%*%*%

*3--3*-333333*-133Operations
*%*%-%-%*%*%-%*%*%*%*%*%*%1%-%*%*%*%

-1*-2--222222--*12Company Secretary
-%*%*%-%*%-%-%*%*%*%*%*%*%-%-%*%*%*%

-*-**--******--***Facilities
-%*%-%*%*%-%-%*%*%*%*%*%*%-%-%*%*%*%

------------------Mailroom
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Refused
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

130663421-363234283431-5162637Other answers
1%3%4%4%3%3%-%3%3%3%3%3%3%-%8%2%3%3%

c
Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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C6. Please could you tell me which type of department you work in?
Base: All respondents



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

bababababacbaSignificance Level: 95%
1714596222359960941106480720102967991200Unweighted total
167379742186893811110894737271026651031200Weighted total

Senior Management
(Managing Director,
Director, Business

1102561515848592886913294506664370779Owner)
66%69%63%72%71%63%79%63%70%62%65%66%68%65%

baa

Office Admin / Office
32102544418244182821061942591918300Management
19%26%26%20%26%26%16%26%22%27%25%29%17%25%

b

9*37313423873333*740Finance / Accounts
5%*%4%1%1%4%2%3%2%4%3%*%6%3%

bb

General manager / site
1-111-9-1211193-12manager
1%-%1%*%-%1%-%1%*%2%1%4%-%1%

bac

5-74-9-1111*9-211Marketing
3%-%1%2%-%1%-%1%2%*%1%-%2%1%

a

**4*-4-5324**5Procurement
*%*%*%*%-%*%-%*%1%*%*%*%*%*%

2-4*-3-4134-*4Customer Service
1%-%*%*%-%*%-%*%*%*%*%-%*%*%

Customer Relationship
--4--4-4-44--4Management
-%-%*%-%-%*%-%*%-%1%*%-%-%*%

--21-412213*-4Sales
-%-%*%1%-%*%1%*%*%*%*%1%-%*%

*-3--3-3*33--3Operations
*%-%*%-%-%*%-%*%*%*%*%-%-%*%

--2--2-22-2--2Company Secretary
-%-%*%-%-%*%-%*%*%-%*%-%-%*%

*-*--**--**--*Facilities
*%-%*%-%-%*%*%-%-%*%*%-%-%*%

--------------Mailroom
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Refused
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

71297131235122531-637Other answers
4%4%3%3%2%3%2%3%2%3%3%-%6%3%

b
Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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C6. Please could you tell me which type of department you work in?
Base: All respondents



Satisfaction with
MonthMonthMonthother main provider

DecNovOctJunMayAprMarFebJanDissatisfiedSatisfiedTOTAL

cbacbacba*baSignificance Level: 95%
141112144245956012317011041881200Unweighted total
145132120247975614116210061751200Weighted total

Senior Management
(Managing Director,
Director, Business

83887118571319597594114779Owner)
58%67%59%75%73%55%67%60%59%60%65%65%

aa

Office Admin / Office
423039471916275030337300Management
29%23%33%19%20%28%19%31%30%40%21%25%

c

8721051521-840Finance / Accounts
5%5%2%4%5%1%3%1%1%-%5%3%

General manager / site
1-2**41*2-112manager
1%-%2%*%*%8%1%*%2%-%1%1%

bc

--*324--2-511Marketing
-%-%*%1%2%7%-%-%2%-%3%1%

cb

2---**-2--*5Procurement
2%-%-%-%*%*%-%1%-%-%*%*%

-*2*--*-2-24Customer Service
-%*%1%*%-%-%*%-%2%-%1%*%

Customer Relationship
31---------4Management
2%1%-%-%-%-%-%-%-%-%-%*%

-1---*1*---4Sales
-%1%-%-%-%1%1%*%-%-%-%*%

---*--*3--*3Operations
-%-%-%*%-%-%*%2%-%-%*%*%

-1-*-------2Company Secretary
-%1%-%*%-%-%-%-%-%-%-%*%

------*---**Facilities
-%-%-%-%-%-%*%-%-%-%*%*%

------------Mailroom
-%-%-%-%-%-%-%-%-%-%-%-%

------------Refused
-%-%-%-%-%-%-%-%-%-%-%-%

------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%

5331*-1195-737Other answers
3%2%3%*%*%-%8%5%5%-%4%3%

Columns Tested: a,b - a,b,c - a,b,c - a,b,c
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C6. Please could you tell me which type of department you work in?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
734143167156827882106907164100611200Unweighted total

103250615784931821888670134123721200Weighted total

Mail is used mainly for
administrative needs and
is not core to our

5502834324948871084241706738643service delivery
53%55%55%56%58%52%48%57%49%58%52%54%53%54%

Mail is critical for our
customer communications
and/or statements but is

19879513233939179202611219not core to our business
19%15%14%9%16%25%21%21%19%12%15%22%16%18%

jdjkjjjj

Mail is core to our
business operations
(i.e. our business could

272141920222054412721382623325not function without it)
26%29%31%35%26%22%29%22%32%29%29%22%31%27%

bfhm

Don't Know (DO NOT READ
131--*23---53-14OUT)

1%2%-%-%*%2%1%-%-%-%4%3%-%1%

fjkjk

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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C7. Which one of the following statements best describes the role of mail services to your organisation?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

baedcbagfed*cbaSignificance Level: 95%
68551529250581849084865428095161161191200Unweighted total
62357748893011524625930989161031191200Weighted total

Mail is used mainly for
administrative needs and
is not core to our

3423012444166192542314962135064643service delivery
55%52%50%46%46%52%54%55%39%48%70%81%48%54%54%

fabefg

Mail is critical for our
customer communications
and/or statements but is

110109102252099313611022214219not core to our business
18%19%20%27%24%17%18%20%22%20%11%10%21%12%18%

ad

Mail is core to our
business operations
(i.e. our business could

1681561423931011223931713040325not function without it)
27%27%30%27%30%31%27%24%38%30%19%9%29%34%27%

dgddg

Don't Know (DO NOT READ
211*--*133-7--2*14OUT)
*%2%*%-%-%1%1%1%-%2%-%-%2%*%1%

bg
Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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C7. Which one of the following statements best describes the role of mail services to your organisation?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*gfedcbacbaba*dcbaSignificance Level: 95%
24362971472236063085893033088922985744791200Unweighted total
3163460142212712240622338240960564575801200Weighted total

Mail is used mainly for
administrative needs and
is not core to our

-551257107446593412435958433830322643service delivery
-%29%15%20%40%50%63%25%55%72%25%61%51%60%53%55%54%

dedefbcdefcbcb

Mail is critical for our
customer communications
and/or statements but is

-11419403810649122484917021014106219not core to our business
-%8%42%32%28%18%15%20%20%14%20%18%29%15%24%18%18%

abcfabfabfa

Mail is core to our
business operations
(i.e. our business could

310132945681481291524412919511613144325not function without it)
100%63%38%48%32%32%21%54%24%13%54%20%20%25%23%25%27%

abceaabcaaabaa

Don't Know (DO NOT READ
--2---12373310---814OUT)
-%-%5%-%-%-%2%1%1%1%1%1%-%-%-%1%1%

bcd

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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C7. Which one of the following statements best describes the role of mail services to your organisation?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cbababa*e*dcbaSignificance Level: 95%
142749111421057981101292642644921200Unweighted total

828690615310461071092242440634911200Weighted total

Mail is used mainly for
administrative needs and
is not core to our

41265127356949593*31220255643service delivery
54%44%56%48%54%46%54%1%11%31%32%52%54%

bbc

Mail is critical for our
customer communications
and/or statements but is

35216528191192005481391219not core to our business
37%18%18%18%18%17%18%20%15%21%20%19%18%

Mail is core to our
business operations
(i.e. our business could

1102222472773329119181930135325not function without it)
9%36%24%31%27%31%27%79%73%48%48%27%27%

aaa

Don't Know (DO NOT READ
-684968----1114OUT)
-%2%1%3%1%6%1%-%-%-%-%2%1%

aa
Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c
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C7. Which one of the following statements best describes the role of mail services to your organisation?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
13311374213009342819259398523113273511043422066431200Unweighted total
10111324172866346788266361522111567010823252196431200Weighted total

Mail is used mainly for
administrative needs and
is not core to our

376101791435142417106166229603317592--643643service delivery
36%54%43%50%84%41%53%40%46%44%54%47%55%-%-%100%54%

acabdefbdeffbdefbc

Mail is critical for our
customer communications
and/or statements but is

132047656-64149449298206142198-219-219not core to our business
13%18%18%20%-%18%19%16%26%19%18%21%18%-%100%-%18%

acdfgac

Mail is core to our
business operations
(i.e. our business could

4930415883*134218112103186297207282325--325not function without it)
49%27%38%29%8%39%28%42%28%36%27%31%26%100%-%-%27%

abbcabcegacegacab

Don't Know (DO NOT READ
21344*634-9949---14OUT)
2%1%1%1%8%2%*%2%-%2%1%1%1%-%-%-%1%

egeg

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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C7. Which one of the following statements best describes the role of mail services to your organisation?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbac*babaSignificance Level: 95%
116931149183115572141169946117610171166108316667749011200Unweighted total
11891216516711497056117093311749861165109317627398831200Weighted total

Mail is used mainly for
administrative needs and
is not core to our

725165593626360-630503631507626592433383470643service delivery
61%57%33%56%54%51%-%54%54%54%51%54%54%24%54%52%53%54%

aa

Mail is critical for our
customer communications
and/or statements but is

2315838282091333210176213199213191616139161219not core to our business
20%17%23%17%18%19%44%18%19%18%20%18%17%32%25%19%18%18%

Mail is core to our
business operations
(i.e. our business could

2223067413002054316243316267313297713210241325not function without it)
19%25%41%24%26%29%56%27%26%27%27%27%27%44%21%28%27%27%

bc

Don't Know (DO NOT READ
*945147-141114141414--71114OUT)
*%1%3%3%1%1%-%1%1%1%1%1%1%-%-%1%1%1%

ab

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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C7. Which one of the following statements best describes the role of mail services to your organisation?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

bababababacbaSignificance Level: 95%
1714596222359960941106480720102967991200Unweighted total
167379742186893811110894737271026651031200Weighted total

Mail is used mainly for
administrative needs and
is not core to our

72145498932521705732384055822040643service delivery
43%38%56%41%47%56%63%53%50%56%57%31%39%54%

aab

Mail is critical for our
customer communications
and/or statements but is

291017541717612207861331782018219not core to our business
18%28%18%19%10%19%11%19%18%18%17%31%18%18%

ac

Mail is core to our
business operations
(i.e. our business could

62112398428234272981421822562442325not function without it)
37%31%25%39%41%25%24%27%30%25%25%38%40%27%

bacc

Don't Know (DO NOT READ
31103273116811-314OUT)
2%4%1%2%2%1%2%1%1%1%1%-%3%1%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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C7. Which one of the following statements best describes the role of mail services to your organisation?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthMonthother main provider

DecNovOctJunMayAprMarFebJanDissatisfiedSatisfiedTOTAL

cbacbacba*baSignificance Level: 95%
141112144245956012317011041881200Unweighted total
145132120247975614116210061751200Weighted total

Mail is used mainly for
administrative needs and
is not core to our

8873581434629787751374643service delivery
61%55%48%58%47%52%55%47%52%40%42%54%

a

Mail is critical for our
customer communications
and/or statements but is

201332401410274023234219not core to our business
14%10%26%16%15%18%19%25%23%37%19%18%

bc

Mail is core to our
business operations
(i.e. our business could

354630603417364224165325not function without it)
24%35%25%24%35%30%26%26%24%23%37%27%

c

Don't Know (DO NOT READ
1*-43--32-314OUT)
1%*%-%2%3%-%-%2%2%-%2%1%

Columns Tested: a,b - a,b,c - a,b,c - a,b,c
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C7. Which one of the following statements best describes the role of mail services to your organisation?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
734143167156827882106907164100611200Unweighted total

103250615784931821888670134123721200Weighted total

52353398114734364Yes
5%7%8%6%3%10%5%6%5%10%2%3%5%5%

96146565381821711728261128117671116No
93%93%92%93%96%88%94%92%95%86%96%95%93%93%

ddhd

19**1*225*332220Don't know
2%*%*%1%*%2%1%3%*%4%2%2%2%2%

k
Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
Table 9                                                                                                                                                                                          Page 94

C8. Do you have an Account Manager with your postal services provider?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

baedcbagfed*cbaSignificance Level: 95%
68551529250581849084865428095161161191200Unweighted total
62357748893011524625930989161031191200Weighted total

3331612258281233-7264Yes
5%5%12%16%20%8%5%6%2%7%4%-%7%1%5%

aaabaaa

5805364076261077429552798416961151116No
93%93%83%79%69%88%93%93%94%90%95%100%93%96%93%

ccbcdee

10103*11175272-1320Don't know
2%2%6%5%11%4%2%1%4%2%2%-%1%2%2%

aaa
Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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C8. Do you have an Account Manager with your postal services provider?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*gfedcbacbaba*dcbaSignificance Level: 95%
24362971472236063085893033088922985744791200Unweighted total
3163460142212712240622338240960564575801200Weighted total

366861122382243826*482264Yes
100%34%19%12%4%5%3%16%3%1%16%3%8%7%13%4%5%

abcdabcabcabaa

-102648132198683193589334193924555505531116No
-%63%75%80%93%93%96%80%95%99%80%96%88%86%86%95%93%

fdefdefdefcbcbbc

-*25436911*911*4*520Don't know
-%3%6%8%3%1%1%4%2%*%4%1%4%7%1%1%2%

ababaaaab

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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C8. Do you have an Account Manager with your postal services provider?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cbababa*e*dcbaSignificance Level: 95%
142749111421057981101292642644921200Unweighted total

828690615310461071092242440634911200Weighted total

330312242184610868864Yes
34%10%3%14%4%17%4%40%34%16%12%2%5%

aaaaa

5251860127988851031101533544751116No
66%88%95%83%94%79%94%42%59%84%86%97%93%

bbbbc

-51541641642-1820Don't know
-%2%2%3%2%4%1%18%7%-%1%2%2%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c
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C8. Do you have an Account Manager with your postal services provider?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
13311374213009342819259398523113273511043422066431200Unweighted total
10111324172866346788266361522111567010823252196431200Weighted total

1860302-374327244058375230181664Yes
18%5%7%1%-%11%5%10%7%8%5%6%5%9%8%2%5%

abcabcgaaa

8210523772776300735236328467103961710112851986221116No
81%93%91%97%100%87%93%89%91%90%93%92%94%88%90%97%93%

ccadfdfdfbc

120106-893915181618103520Don't know
1%2%2%2%-%2%1%1%2%3%2%2%2%3%1%1%2%

ga
Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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C8. Do you have an Account Manager with your postal services provider?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbac*babaSignificance Level: 95%
116931149183115572141169946117610171166108316667749011200Unweighted total
11891216516711497056117093311749861165109317627398831200Weighted total

43228126045-64556455645425473864Yes
3%3%17%7%5%6%-%5%6%5%6%5%5%10%9%6%4%5%

bc

11286413415410696486108686210909111082102015566788271116No
95%95%82%92%93%92%100%93%92%93%92%93%93%90%91%92%94%93%

aa

1172*2012-201720202020--141820Don't know
1%2%1%*%2%2%-%2%2%2%2%2%2%-%-%2%2%2%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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C8. Do you have an Account Manager with your postal services provider?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

bababababacbaSignificance Level: 95%
1714596222359960941106480720102967991200Unweighted total
167379742186893811110894737271026651031200Weighted total

1285110348262283636101764Yes
7%21%5%5%4%5%1%6%6%5%4%16%17%5%

bcc

1502890420666877107100943767997754841116No
90%77%93%95%96%93%96%93%92%93%95%84%81%93%

aab

51182-1421881214*220Don't know
3%1%2%1%-%1%2%2%2%2%1%*%2%2%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
Table 9  (continuation)                                                                                                                                                                         Page 100

C8. Do you have an Account Manager with your postal services provider?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthMonthother main provider

DecNovOctJunMayAprMarFebJanDissatisfiedSatisfiedTOTAL

cbacbacba*baSignificance Level: 95%
141112144245956012317011041881200Unweighted total
145132120247975614116210061751200Weighted total

94841319116-2064Yes
6%3%7%2%13%1%6%7%6%-%11%5%

ac

13112811024082551321459161511116No
91%97%91%97%85%98%94%89%91%97%86%93%

cbb

5-222*-63*420Don't know
3%-%2%1%2%*%-%4%3%3%2%2%

c
Columns Tested: a,b - a,b,c - a,b,c - a,b,c

Ofcom; Business Postal Tracker
Table 9  (continuation)                                                                                                                                                                         Page 101

C8. Do you have an Account Manager with your postal services provider?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
734143167156827882106907164100611200Unweighted total

103250615784931821888670134123721200Weighted total

Under £10
(under £120

290141916223749552426303214338pa)                 (5)
28%28%30%28%26%40%27%29%28%37%22%26%20%28%

acma

£10 - £24
(£120 - £299

260111517262147402616332525303pa)                (17)
25%22%25%29%31%23%26%21%31%23%24%20%35%25%

bl

£25 - £49
(£300 - £599

1767128973543137282013202pa)                (37)
17%14%19%14%11%7%19%23%15%10%21%17%19%17%

hhhdhihh

£50 - £99
(£600 - £1,199

1004679817147618164117pa)                (75)
10%8%10%12%11%9%9%7%8%9%14%13%5%10%

£100 - £199
(£1,200 - £2

917346511189412178106,399 pa)          (150)
9%14%6%8%7%5%6%10%11%6%9%14%11%9%

hkhk

£200 - £499
(£2,400 - £5

475417101042263457,999 pa)          (350)
5%10%6%2%8%11%5%2%2%4%4%2%5%5%

befjmfjbefjm

£500 - £999
(£6,000 - £11

2811254212465-32,999 pa)          (750)
3%2%2%3%6%4%1%*%3%5%4%4%-%3%

ff

£1,000 - £1
,999 (£12,000

16-11**-51133217- £23,999 pa)    (1500)
2%-%1%1%*%*%-%3%1%2%2%3%3%1%

l

£2,000 - £2
,999 (£24,000

8-*1**5-*1-**9- £35,999 pa)    (2500)
1%-%1%2%*%*%3%-%*%2%-%*%*%1%

l

£3,000 - £4
,999 (£36,000

13***--55-1--114- £59,999 pa)    (4000)
1%1%*%1%-%-%3%3%-%2%-%-%2%1%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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QV1.2  On average, how much money does your organisation spend in total per month on sending mail items? Please think about all the letters, packets and parcels you may send as an organisation.
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
734143167156827882106907164100611200Unweighted total

103250615784931821888670134123721200Weighted total

£5,000 - £7
,499 (£60,000

3***--*2-----3- £89,999 pa)    (6250)
*%*%*%*%-%-%*%1%-%-%-%-%-%*%

£7,500 - £9
,999 (£90,000

--------------- £119,999 pa)   (8750)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

£10,000 - £14
,999 (£120,000

1-------1--*-1- £179,999 pa)  (12500)
*%-%-%-%-%-%-%-%1%-%-%*%-%*%

m

£15,000 - £19
,999 (£180,000

--------------- £239,999 pa)  (17500)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

£20,000 - £24
,999 (£240,000

--------------- £299,999 pa)  (22500)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

£25,000 - £29
,999 (£300,000

--------------- £359,999 pa)  (27500)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

£30,000 - £39
,999 (£360,000

*--------*---*- £479,999 pa)  (35000)
*%-%-%-%-%-%-%-%-%*%-%-%-%*%

£40,000 - £49
,999 (£480,000

--------------- £599,999 pa)  (45000)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

£50,000 - £74
,999 (£600,000

-*-----------*- £899,999 pa)  (62500)
-%1%-%-%-%-%-%-%-%-%-%-%-%*%

m

£75,000 - £99
,999 (£900,000
- £1,199,999

--*----------*pa)             (87500)
-%-%*%-%-%-%-%-%-%-%-%-%-%*%

£100,000 -
£299,999 (£1
,200,000 - £3

--------------,599,999 pa)   (200000)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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QV1.2  On average, how much money does your organisation spend in total per month on sending mail items? Please think about all the letters, packets and parcels you may send as an organisation.
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
734143167156827882106907164100611200Unweighted total

103250615784931821888670134123721200Weighted total

£300,000 -
£499,999 (£3
,600,000 - £5

--------------,999,999 pa)   (400000)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

£500,000+ (£6
--------------,000,000+ pa)  (600000)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

0-£99 per
825365148667414815370551089457960month

80%72%84%84%78%79%82%81%81%79%81%76%79%80%

lll

£100+ per
2071499181934351615262915240month

20%28%16%16%22%21%18%19%19%21%19%24%21%20%

jkm

Don't know -
--------------PROBE FULLY.
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

103250615784931821888670134123721200Answered
198.18678.17265.45157.94109.87102.85250.39264.00258.66317.53113.02146.10179.51219.75Mean

m
Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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QV1.2  On average, how much money does your organisation spend in total per month on sending mail items? Please think about all the letters, packets and parcels you may send as an organisation.
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

baedcbagfed*cbaSignificance Level: 95%
68551529250581849084865428095161161191200Unweighted total
62357748893011524625930989161031191200Weighted total

Under £10
(under £120

1821565**533314710732342153338pa)                 (5)
29%27%11%6%3%15%29%32%16%24%26%23%20%44%28%

cbcdebefbdefg

£10 - £24
(£120 - £299

1621416*1429711114772772537303pa)                (17)
26%24%12%4%10%14%26%24%24%25%30%45%24%31%25%

bcde

£25 - £49
(£300 - £599

114887115196781251273718202pa)                (37)
18%15%14%9%15%16%17%17%20%16%31%17%7%15%17%

bbbabegb

£50 - £99
(£600 - £1,199

5958711511044123032113117pa)                (75)
9%10%14%12%9%16%10%10%21%10%4%13%11%2%10%

aaaadegaa

£100 - £199
(£1,200 - £2

43635123101385296*137106,399 pa)          (150)
7%11%11%6%18%10%9%8%8%9%7%3%12%6%9%

ba

£200 - £499
(£2,400 - £5

2928822449195132-12157,999 pa)          (350)
5%5%17%20%20%15%4%4%8%4%3%-%12%1%5%

aaaaaadeg

£500 - £999
(£6,000 - £11

92352112713110*-8-32,999 pa)          (750)
1%4%11%29%14%4%2%3%1%3%1%-%8%-%3%

bababeabaadeg

£1,000 - £1
,999 (£12,000

41331*1143*8--5*17- £23,999 pa)    (1500)
1%2%6%12%4%4%1%1%*%3%-%-%5%*%1%

baaagadg

£2,000 - £2
,999 (£24,000

721-*186*2--1-9- £35,999 pa)    (2500)
1%*%3%-%4%3%1%1%*%1%-%-%1%-%1%

aaa

£3,000 - £4
,999 (£36,000

94*--*132-11--*-14- £59,999 pa)    (4000)
2%1%*%-%-%*%1%1%-%3%-%-%*%-%1%

ag

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Produced by OLR
OFC1885
Issue date: 18/01/16
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QV1.2  On average, how much money does your organisation spend in total per month on sending mail items? Please think about all the letters, packets and parcels you may send as an organisation.
Base: All respondents



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

baedcbagfed*cbaSignificance Level: 95%
68551529250581849084865428095161161191200Unweighted total
62357748893011524625930989161031191200Weighted total

£5,000 - £7
,499 (£60,000

3*1*-12*-3----3- £89,999 pa)    (6250)
*%*%1%1%-%2%*%*%-%1%-%-%-%-%*%

aa

£7,500 - £9
,999 (£90,000

---------------- £119,999 pa)   (8750)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

£10,000 - £14
,999 (£120,000

1-*--*1--1--*-1- £179,999 pa)  (12500)
*%-%*%-%-%1%*%-%-%*%-%-%*%-%*%

£15,000 - £19
,999 (£180,000

---------------- £239,999 pa)  (17500)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

£20,000 - £24
,999 (£240,000

---------------- £299,999 pa)  (22500)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

£25,000 - £29
,999 (£300,000

---------------- £359,999 pa)  (27500)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

£30,000 - £39
,999 (£360,000

-**-*-------*-*- £479,999 pa)  (35000)
-%*%*%-%2%-%-%-%-%-%-%-%*%-%*%

a

£40,000 - £49
,999 (£480,000

---------------- £599,999 pa)  (45000)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

£50,000 - £74
,999 (£600,000

*-----*--*----*- £899,999 pa)  (62500)
*%-%-%-%-%-%*%-%-%*%-%-%-%-%*%

£75,000 - £99
,999 (£900,000
- £1,199,999

*-*--*------*-*pa)             (87500)
*%-%*%-%-%*%-%-%-%-%-%-%*%-%*%

£100,000 -
£299,999 (£1
,200,000 - £3

---------------,599,999 pa)   (200000)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Produced by OLR
OFC1885
Issue date: 18/01/16
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QV1.2  On average, how much money does your organisation spend in total per month on sending mail items? Please think about all the letters, packets and parcels you may send as an organisation.
Base: All respondents



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

baedcbagfed*cbaSignificance Level: 95%
68551529250581849084865428095161161191200Unweighted total
62357748893011524625930989161031191200Weighted total

£300,000 -
£499,999 (£3
,600,000 - £5

---------------,999,999 pa)   (400000)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

£500,000+ (£6
---------------,000,000+ pa)  (600000)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

0-£99 per
51744324331893638048231811664111960month

83%77%51%32%37%61%81%82%82%75%90%97%62%93%80%

adcdebcdebebbbebefg

£100+ per
1061342466122168211789*408240month

17%23%49%68%63%39%19%18%18%25%10%3%38%7%20%

bababeabaaaadgadefg

Don't know -
---------------PROBE FULLY.
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

62357748893011524625930989161031191200Answered
270.36165.05789.26566.721033.80775.85196.02134.1388.53461.7543.1928.40405.4429.30219.75Mean

aaaaadg
Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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QV1.2  On average, how much money does your organisation spend in total per month on sending mail items? Please think about all the letters, packets and parcels you may send as an organisation.
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*gfedcbacbaba*dcbaSignificance Level: 95%
24362971472236063085893033088922985744791200Unweighted total
3163460142212712240622338240960564575801200Weighted total

Under £10
(under £120

----18328--338-338*98198338pa)                 (5)
-%-%-%-%*%4%46%-%-%100%-%35%2%13%14%34%28%

cbcdefbcbbc

£10 - £24
(£120 - £299

-3-11087197-303--303*136144303pa)                (17)
-%16%-%1%7%41%28%-%49%-%-%32%4%20%11%25%25%

dedeacdefcdeacbb

£25 - £49
(£300 - £599

--111545878-202--202*1011101202pa)                (37)
-%-%4%18%38%27%11%-%33%-%-%21%4%16%19%17%17%

aefabdefaeffacb

£50 - £99
(£600 - £1,199

--214382240-117--117*12945117pa)                (75)
-%-%5%23%27%11%6%-%19%-%-%12%7%18%16%8%10%

abefabefafacbaa

£100 - £199
(£1,200 - £2

--1218252028106--106-112544106,399 pa)          (150)
-%-%36%29%18%9%4%44%-%-%44%-%12%19%8%8%9%

abcfabcfabfafabaa

£200 - £499
(£2,400 - £5

-21181081457--57-13101757,999 pa)          (350)
-%11%32%13%7%4%2%24%-%-%24%-%19%5%17%3%5%

ababcdfabaabaac

£500 - £999
(£6,000 - £11

-653161132--32-2*21332,999 pa)          (750)
-%36%15%5%1%3%1%13%-%-%13%-%35%*%4%2%3%

abcdeabcdacaba

£1,000 - £1
,999 (£12,000

-22*3*1017--17-1211117- £23,999 pa)    (1500)
-%12%6%*%2%*%1%7%-%-%7%-%11%3%2%2%1%

abcdabdaba

£2,000 - £2
,999 (£24,000

-1-1*319--9-**349- £35,999 pa)    (2500)
-%6%-%1%*%1%*%4%-%-%4%-%3%1%5%1%1%

acaabaa

£3,000 - £4
,999 (£36,000

-314--414--14-*2*314- £59,999 pa)    (4000)
-%16%2%6%-%-%1%6%-%-%6%-%2%4%1%1%1%

abceabcabaa
Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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OFC1885
Issue date: 18/01/16
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QV1.2  On average, how much money does your organisation spend in total per month on sending mail items? Please think about all the letters, packets and parcels you may send as an organisation.
Base: All respondents



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*gfedcbacbaba*dcbaSignificance Level: 95%
24362971472236063085893033088922985744791200Unweighted total
3163460142212712240622338240960564575801200Weighted total

£5,000 - £7
,499 (£60,000

2**--*-3--3--*--3- £89,999 pa)    (6250)
84%1%*%-%-%*%-%1%-%-%1%-%-%1%-%-%*%

ba

£7,500 - £9
,999 (£90,000

------------------ £119,999 pa)   (8750)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

£10,000 - £14
,999 (£120,000

---1--*1--1--*1-1- £179,999 pa)  (12500)
-%-%-%2%-%-%*%1%-%-%1%-%-%*%2%-%*%

abaa

£15,000 - £19
,999 (£180,000

------------------ £239,999 pa)  (17500)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

£20,000 - £24
,999 (£240,000

------------------ £299,999 pa)  (22500)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

£25,000 - £29
,999 (£300,000

------------------ £359,999 pa)  (27500)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

£30,000 - £39
,999 (£360,000

-*-----*--*--*--*- £479,999 pa)  (35000)
-%1%-%-%-%-%-%*%-%-%*%-%-%*%-%-%*%

a

£40,000 - £49
,999 (£480,000

------------------ £599,999 pa)  (45000)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

£50,000 - £74
,999 (£600,000

*------*--*-----*- £899,999 pa)  (62500)
16%-%-%-%-%-%-%*%-%-%*%-%-%-%-%-%*%

£75,000 - £99
,999 (£900,000
- £1,199,999

-----*-*--*--*--*pa)             (87500)
-%-%-%-%-%*%-%*%-%-%*%-%-%*%-%-%*%

£100,000 -
£299,999 (£1
,200,000 - £3

-----------------,599,999 pa)   (200000)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Produced by OLR
OFC1885
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QV1.2  On average, how much money does your organisation spend in total per month on sending mail items? Please think about all the letters, packets and parcels you may send as an organisation.
Base: All respondents



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*gfedcbacbaba*dcbaSignificance Level: 95%
24362971472236063085893033088922985744791200Unweighted total
3163460142212712240622338240960564575801200Weighted total

£300,000 -
£499,999 (£3
,600,000 - £5

-----------------,999,999 pa)   (400000)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

£500,000+ (£6
-----------------,000,000+ pa)  (600000)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

0-£99 per
-3326103175644-622338-96014335488960month
-%16%9%43%72%82%90%-%100%100%-%100%17%67%60%84%80%

efdefcdefbcdefccbbc

£100+ per
3143135393768240--240-4212392240month

100%84%91%57%28%18%10%100%-%-%100%-%83%33%40%16%20%

abcdabcdabcabaabaaa

Don't know -
-----------------PROBE FULLY.
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

3163460142212712240622338240960564575801200Answered
149861713.14462.31676.75124.42157.7092.341003.8234.405.001003.8224.04686.67597.61589.47125.36219.75Mean

abcdeacabcbaaa
Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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QV1.2  On average, how much money does your organisation spend in total per month on sending mail items? Please think about all the letters, packets and parcels you may send as an organisation.
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cbababa*e*dcbaSignificance Level: 95%
142749111421057981101292642644921200Unweighted total

828690615310461071092242440634911200Weighted total

Under £10
(under £120

12731173327332---185338pa)                 (5)
11%9%34%4%32%6%30%-%-%-%2%17%28%

bbbbc

£10 - £24
(£120 - £299

*57245242798294--24152303pa)                (17)
2%20%27%15%27%8%27%-%-%4%6%31%25%

bbbbc

£25 - £49
(£300 - £599

-42161191848194---3118202pa)                (37)
-%15%18%12%18%8%18%-%-%-%4%24%17%

bbc

£50 - £99
(£600 - £1,199

33282199817100--81158117pa)                (75)
37%11%9%12%9%16%9%-%-%20%17%12%10%

a

£100 - £199
(£1,200 - £2

14856277916902182047106,399 pa)          (150)
19%17%6%17%8%15%8%9%6%20%32%10%9%

aaaaa

£200 - £499
(£2,400 - £5

2272819371739*811131557,999 pa)          (350)
22%10%3%13%4%16%4%1%32%28%21%3%5%

aaaaa

£500 - £999
(£6,000 - £11

*18141616141826371232,999 pa)          (750)
3%6%1%10%2%13%2%8%26%8%11%2%3%

aaaaa

£1,000 - £1
,999 (£12,000

-125107611727-117- £23,999 pa)    (1500)
-%4%1%7%1%6%1%27%8%18%-%*%1%

aaaab

£2,000 - £2
,999 (£24,000

*71727217-1*9- £35,999 pa)    (2500)
5%3%*%5%*%6%*%4%28%-%1%*%1%

aaa

£3,000 - £4
,999 (£36,000

-10359599-*4-14- £59,999 pa)    (4000)
-%4%*%3%1%4%1%40%-%1%6%-%1%

aaaaa
Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c
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QV1.2  On average, how much money does your organisation spend in total per month on sending mail items? Please think about all the letters, packets and parcels you may send as an organisation.
Base: All respondents



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cbababa*e*dcbaSignificance Level: 95%
142749111421057981101292642644921200Unweighted total

828690615310461071092242440634911200Weighted total

£5,000 - £7
,499 (£60,000

-3**3*3*--*23- £89,999 pa)    (6250)
-%1%*%*%*%*%*%2%-%-%*%*%*%

a

£7,500 - £9
,999 (£90,000

-------------- £119,999 pa)   (8750)
-%-%-%-%-%-%-%-%-%-%-%-%-%

£10,000 - £14
,999 (£120,000

-1-1*1*1----1- £179,999 pa)  (12500)
-%*%-%1%*%1%*%6%-%-%-%-%*%

aaa

£15,000 - £19
,999 (£180,000

-------------- £239,999 pa)  (17500)
-%-%-%-%-%-%-%-%-%-%-%-%-%

£20,000 - £24
,999 (£240,000

-------------- £299,999 pa)  (22500)
-%-%-%-%-%-%-%-%-%-%-%-%-%

£25,000 - £29
,999 (£300,000

-------------- £359,999 pa)  (27500)
-%-%-%-%-%-%-%-%-%-%-%-%-%

£30,000 - £39
,999 (£360,000

-*-*--**----*- £479,999 pa)  (35000)
-%*%-%*%-%-%*%1%-%-%-%-%*%

£40,000 - £49
,999 (£480,000

-------------- £599,999 pa)  (45000)
-%-%-%-%-%-%-%-%-%-%-%-%-%

£50,000 - £74
,999 (£600,000

--*-*-**----*- £899,999 pa)  (62500)
-%-%*%-%*%-%*%2%-%-%-%-%*%

£75,000 - £99
,999 (£900,000
- £1,199,999

-*-*-*---*--*pa)             (87500)
-%*%-%*%-%*%-%-%-%*%-%-%*%

£100,000 -
£299,999 (£1
,200,000 - £3

-------------,599,999 pa)   (200000)
-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Produced by OLR
OFC1885
Issue date: 18/01/16
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QV1.2  On average, how much money does your organisation spend in total per month on sending mail items? Please think about all the letters, packets and parcels you may send as an organisation.
Base: All respondents



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cbababa*e*dcbaSignificance Level: 95%
142749111421057981101292642644921200Unweighted total

828690615310461071092242440634911200Weighted total

£300,000 -
£499,999 (£3
,600,000 - £5

-------------,999,999 pa)   (400000)
-%-%-%-%-%-%-%-%-%-%-%-%-%

£500,000+ (£6
-------------,000,000+ pa)  (600000)
-%-%-%-%-%-%-%-%-%-%-%-%-%

0-£99 per
41587996889340920--919414960month

51%55%88%44%85%38%84%-%-%24%30%84%80%

bbbbc

£100+ per
412810786154671722424304478240month

49%45%12%56%15%62%16%100%100%76%70%16%20%

aaaaa

Don't know -
-------------PROBE FULLY.
-%-%-%-%-%-%-%-%-%-%-%-%-%

828690615310461071092242440634911200Answered
288.08571.87107.98722.86146.10866.94156.204426.941138.25758.17481.61102.31219.75Mean

aaaaa
Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c
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QV1.2  On average, how much money does your organisation spend in total per month on sending mail items? Please think about all the letters, packets and parcels you may send as an organisation.
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
13311374213009342819259398523113273511043422066431200Unweighted total
10111324172866346788266361522111567010823252196431200Weighted total

Under £10
(under £120

73146466*201931267643171193094448243338pa)                 (5)
7%28%15%23%8%6%24%4%19%12%28%18%29%14%22%38%28%

accabdefdffbdefdfbdefgcbc

£10 - £24
(£120 - £299

929310190-6821840971192891732835250197303pa)                (17)
9%26%24%31%-%20%28%15%27%23%26%26%26%16%23%31%25%

ccadffffffcbc

£25 - £49
(£300 - £599

1918979681481444468911881351845742100202pa)                (37)
19%17%19%24%14%14%18%16%19%17%17%20%17%18%19%16%17%

a

£50 - £99
(£600 - £1,199

1211448264488139446511388110423044117pa)                (75)
12%10%12%9%63%14%10%15%12%13%10%13%10%13%13%7%10%

acgaa

£100 - £199
(£1,200 - £2

141015217*6177553472967293512134106,399 pa)          (150)
14%9%12%6%8%18%10%21%9%14%9%11%9%16%10%5%9%

bbcabcdegacegaa

£200 - £499
(£2,400 - £5

8542611*363624244048364727151557,999 pa)          (350)
8%5%6%4%3%10%5%9%7%8%4%5%4%8%7%2%5%

cabcgacgaa

£500 - £999
(£6,000 - £11

928219-2220181126312229206332,999 pa)          (750)
9%2%5%3%-%6%3%7%3%5%3%3%3%6%3%*%3%

bbabcegacgaa

£1,000 - £1
,999 (£12,000

415101*1681521711711123217- £23,999 pa)    (1500)
4%1%2%*%4%5%1%6%1%3%1%1%1%4%1%*%1%

bcabcegabcega

£2,000 - £2
,999 (£24,000

673*-938496266*39- £35,999 pa)    (2500)
6%1%1%*%-%2%*%3%1%2%1%*%1%2%*%*%1%

abcabcgabcga
Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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QV1.2  On average, how much money does your organisation spend in total per month on sending mail items? Please think about all the letters, packets and parcels you may send as an organisation.
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
13311374213009342819259398523113273511043422066431200Unweighted total
10111324172866346788266361522111567010823252196431200Weighted total

£3,000 - £4
,999 (£36,000

81410--14585141111592214- £59,999 pa)    (4000)
8%1%2%-%-%4%1%3%1%3%1%2%*%3%1%*%1%

abcacgaacgaga

£5,000 - £7
,499 (£60,000

231--331333333-*3- £89,999 pa)    (6250)
2%*%*%-%-%1%*%*%1%1%*%*%*%1%-%*%*%

aba

£7,500 - £9
,999 (£90,000

------------------ £119,999 pa)   (8750)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

£10,000 - £14
,999 (£120,000

-11--111-11111--1- £179,999 pa)  (12500)
-%*%*%-%-%*%*%*%-%*%*%*%*%*%-%-%*%

£15,000 - £19
,999 (£180,000

------------------ £239,999 pa)  (17500)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

£20,000 - £24
,999 (£240,000

------------------ £299,999 pa)  (22500)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

£25,000 - £29
,999 (£300,000

------------------ £359,999 pa)  (27500)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

£30,000 - £39
,999 (£360,000

***--********-*-*- £479,999 pa)  (35000)
*%*%*%-%-%*%*%*%*%*%*%*%*%-%*%-%*%

£40,000 - £49
,999 (£480,000

------------------ £599,999 pa)  (45000)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

£50,000 - £74
,999 (£600,000

***--*-*-*****--*- £899,999 pa)  (62500)
*%*%*%-%-%*%-%*%-%*%*%*%*%*%-%-%*%

£75,000 - £99
,999 (£900,000
- £1,199,999

**---*-*-****--**pa)             (87500)
*%*%-%-%-%*%-%*%-%*%*%*%*%-%-%*%*%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Produced by OLR
OFC1885
Issue date: 18/01/16
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QV1.2  On average, how much money does your organisation spend in total per month on sending mail items? Please think about all the letters, packets and parcels you may send as an organisation.
Base: All respondents



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
13311374213009342819259398523113273511043422066431200Unweighted total
10111324172866346788266361522111567010823252196431200Weighted total

£100,000 -
£299,999 (£1
,200,000 - £3

-----------------,599,999 pa)   (200000)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

£300,000 -
£499,999 (£3
,600,000 - £5

-----------------,999,999 pa)   (400000)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

£500,000+ (£6
-----------------,000,000+ pa)  (600000)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

0-£99 per
489102922495184636135277339907514886195170584960month
48%80%70%87%85%53%81%51%77%65%81%77%82%60%78%91%80%

accadfdffbdefdfbdefcbc

£100+ per
53223125371162152131841822081561951294959240month
52%20%30%13%15%47%19%49%23%35%19%23%18%40%22%9%20%

abbcabcdegacabcegacaba

Don't know -
-----------------PROBE FULLY.
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

10111324172866346788266361522111567010823252196431200Answered
1235.85218.06380.1772.48134.02641.21165.31652.85239.73450.88206.44288.22185.38519.04177.1483.51219.75Mean

abcabcegacga
Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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QV1.2  On average, how much money does your organisation spend in total per month on sending mail items? Please think about all the letters, packets and parcels you may send as an organisation.
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbac*babaSignificance Level: 95%
116931149183115572141169946117610171166108316667749011200Unweighted total
11891216516711497056117093311749861165109317627398831200Weighted total

Under £10
(under £120

282842627334181*332234331254328318315194241338pa)                 (5)
24%31%16%16%29%26%2%28%25%28%26%28%29%17%24%26%27%28%

acc

£10 - £24
(£120 - £299

3424820382911773294234295255295278518196239303pa)                (17)
29%27%12%23%25%25%42%25%25%25%26%25%25%31%29%27%27%25%

aa

£25 - £49
(£300 - £599

191493233194117119715619916619719145133144202pa)                (37)
16%16%20%20%17%17%19%17%17%17%17%17%17%23%9%18%16%17%

£50 - £99
(£600 - £1,199

2076182110975211296113108113100357382117pa)                (75)
17%8%11%12%9%11%37%10%10%10%11%10%9%16%8%10%9%10%

b

£100 - £199
(£1,200 - £2

97324209770-100931038710296-86586106,399 pa)          (150)
7%8%15%12%8%10%-%9%10%9%9%9%9%-%12%9%10%9%

b

£200 - £499
(£2,400 - £5

53319115241-575157545744*6324057,999 pa)          (350)
4%4%12%6%5%6%-%5%5%5%5%5%4%1%9%4%4%5%

bcc

£500 - £999
(£6,000 - £11

325582720-322931253030-*172432,999 pa)          (750)
2%3%3%5%2%3%-%3%3%3%3%3%3%-%1%2%3%3%

£1,000 - £1
,999 (£12,000

*1165167-171417131716-112817- £23,999 pa)    (1500)
*%1%4%3%1%1%-%1%2%1%1%1%1%-%1%2%1%1%

b

£2,000 - £2
,999 (£24,000

*54398-999696-2649- £35,999 pa)    (2500)
*%1%2%2%1%1%-%1%1%1%1%1%1%-%3%1%*%1%

bc

£3,000 - £4
,999 (£36,000

*772147-1414141414121-71214- £59,999 pa)    (4000)
*%1%4%1%1%1%-%1%1%1%1%1%1%9%-%1%1%1%

bc

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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QV1.2  On average, how much money does your organisation spend in total per month on sending mail items? Please think about all the letters, packets and parcels you may send as an organisation.
Base: All respondents



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbac*babaSignificance Level: 95%
116931149183115572141169946117610171166108316667749011200Unweighted total
11891216516711497056117093311749861165109317627398831200Weighted total

£5,000 - £7
,499 (£60,000

*-3*31-313331-2333- £89,999 pa)    (6250)
*%-%2%*%*%*%-%*%*%*%*%*%*%-%4%*%*%*%

bc

£7,500 - £9
,999 (£90,000

------------------- £119,999 pa)   (8750)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

£10,000 - £14
,999 (£120,000

-1*-1*-111111--1*1- £179,999 pa)  (12500)
-%*%*%-%*%*%-%*%*%*%*%*%*%-%-%*%*%*%

£15,000 - £19
,999 (£180,000

------------------- £239,999 pa)  (17500)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

£20,000 - £24
,999 (£240,000

------------------- £299,999 pa)  (22500)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

£25,000 - £29
,999 (£300,000

------------------- £359,999 pa)  (27500)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

£30,000 - £39
,999 (£360,000

*--***-******--***- £479,999 pa)  (35000)
*%-%-%*%*%*%-%*%*%*%*%*%*%-%-%*%*%*%

£40,000 - £49
,999 (£480,000

------------------- £599,999 pa)  (45000)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

£50,000 - £74
,999 (£600,000

--****-*****-*-***- £899,999 pa)  (62500)
-%-%*%*%*%*%-%*%*%*%*%*%-%3%-%*%*%*%

£75,000 - £99
,999 (£900,000
- £1,199,999

-*-**--*****--**-*pa)             (87500)
-%*%-%*%*%-%-%*%*%*%*%*%-%-%*%*%-%*%

£100,000 -
£299,999 (£1
,200,000 - £3

------------------,599,999 pa)   (200000)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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QV1.2  On average, how much money does your organisation spend in total per month on sending mail items? Please think about all the letters, packets and parcels you may send as an organisation.
Base: All respondents



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbac*babaSignificance Level: 95%
116931149183115572141169946117610171166108316667749011200Unweighted total
11891216516711497056117093311749861165109317627398831200Weighted total

£300,000 -
£499,999 (£3
,600,000 - £5

------------------,999,999 pa)   (400000)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

£500,000+ (£6
------------------,000,000+ pa)  (600000)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

0-£99 per
1017589611892955069367209397839328861543596706960month

86%83%59%71%81%78%100%80%77%80%79%80%81%87%70%81%80%80%

aacca

£100+ per
171546849220155-234213235203233207219143177240month
14%17%41%29%19%22%-%20%23%20%21%20%19%13%30%19%20%20%

bcabc

Don't know -
------------------PROBE FULLY.
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

11891216516711497056117093311749861165109317627398831200Answered
139.66150.10665.93495.16221.62213.9942.17223.95249.92222.64240.36223.68172.531965.99555.76247.38205.85219.75Mean

bc
Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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QV1.2  On average, how much money does your organisation spend in total per month on sending mail items? Please think about all the letters, packets and parcels you may send as an organisation.
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

bababababacbaSignificance Level: 95%
1714596222359960941106480720102967991200Unweighted total
167379742186893811110894737271026651031200Weighted total

Under £10
(under £120

1833053211281522861461933141113338pa)                 (5)
11%7%31%15%17%30%47%26%31%26%31%17%12%28%

abaab

£10 - £24
(£120 - £299

36226043162404026394209279914303pa)                (17)
21%5%27%20%24%26%36%24%20%29%27%14%14%25%

aaabab

£25 - £49
(£300 - £599

3421554710160919384119185107202pa)                (37)
20%4%16%22%15%17%8%18%18%16%18%15%7%17%

abba

£50 - £99
(£600 - £1,199

2048925118351124670101511117pa)                (75)
12%11%9%11%16%9%5%10%10%10%10%8%10%10%

£100 - £199
(£1,200 - £2

221183227835101436380719106,399 pa)          (150)
13%31%9%10%10%9%4%9%9%9%8%10%19%9%

bc

£200 - £499
(£2,400 - £5

1473025541*57203729101557,999 pa)          (350)
8%20%3%12%7%4%*%5%4%5%3%16%15%5%

bbbcc

£500 - £999
(£6,000 - £11

921814723*321418232732,999 pa)          (750)
5%6%2%6%10%2%*%3%3%2%2%3%7%3%

bac

£1,000 - £1
,999 (£12,000

43134*12-1711656717- £23,999 pa)    (1500)
3%9%1%2%*%1%-%2%2%1%*%8%6%1%

bacc

£2,000 - £2
,999 (£24,000

127216-9451*79- £35,999 pa)    (2500)
1%4%1%1%1%1%-%1%1%1%*%1%7%1%

c

£3,000 - £4
,999 (£36,000

71104-9-148674*14- £59,999 pa)    (4000)
4%2%1%2%-%1%-%1%2%1%1%6%*%1%

ac

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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QV1.2  On average, how much money does your organisation spend in total per month on sending mail items? Please think about all the letters, packets and parcels you may send as an organisation.
Base: All respondents



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

bababababacbaSignificance Level: 95%
1714596222359960941106480720102967991200Unweighted total
167379742186893811110894737271026651031200Weighted total

£5,000 - £7
,499 (£60,000

**3*-1-321*-33- £89,999 pa)    (6250)
*%*%*%*%-%*%-%*%*%*%*%-%3%*%

c

£7,500 - £9
,999 (£90,000

--------------- £119,999 pa)   (8750)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

£10,000 - £14
,999 (£120,000

1-1--*-1*11--1- £179,999 pa)  (12500)
1%-%*%-%-%*%-%*%*%*%*%-%-%*%

£15,000 - £19
,999 (£180,000

--------------- £239,999 pa)  (17500)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

£20,000 - £24
,999 (£240,000

--------------- £299,999 pa)  (22500)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

£25,000 - £29
,999 (£300,000

--------------- £359,999 pa)  (27500)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

£30,000 - £39
,999 (£360,000

-*-**--**---**- £479,999 pa)  (35000)
-%*%-%*%*%-%-%*%*%-%-%-%*%*%

£40,000 - £49
,999 (£480,000

--------------- £599,999 pa)  (45000)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

£50,000 - £74
,999 (£600,000

---*---**--*-*- £899,999 pa)  (62500)
-%-%-%*%-%-%-%*%*%-%-%1%-%*%

c

£75,000 - £99
,999 (£900,000
- £1,199,999

*-*--*-*-**--*pa)             (87500)
*%-%*%-%-%*%-%*%-%*%*%-%-%*%

£100,000 -
£299,999 (£1
,200,000 - £3

--------------,599,999 pa)   (200000)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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QV1.2  On average, how much money does your organisation spend in total per month on sending mail items? Please think about all the letters, packets and parcels you may send as an organisation.
Base: All respondents



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

bababababacbaSignificance Level: 95%
1714596222359960941106480720102967991200Unweighted total
167379742186893811110894737271026651031200Weighted total

£300,000 -
£499,999 (£3
,600,000 - £5

--------------,999,999 pa)   (400000)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

£500,000+ (£6
--------------,000,000+ pa)  (600000)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

0-£99 per
10710809147497641068543705918803545960month

64%27%83%68%71%81%95%78%78%81%86%55%43%80%

aaaab

£100+ per
5927165711917452351031371472959240month
36%73%17%32%29%19%5%22%22%19%14%45%57%20%

bbbcc

Don't know -
--------------PROBE FULLY.
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

167379742186893811110894737271026651031200Answered
515.32664.33179.35397.37262.94153.8923.68239.84296.69169.77122.37928.19652.67219.75Mean

cc
Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
Table 10  (continuation)                                                                                                                                                                        Page 122

QV1.2  On average, how much money does your organisation spend in total per month on sending mail items? Please think about all the letters, packets and parcels you may send as an organisation.
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthMonthother main provider

DecNovOctJunMayAprMarFebJanDissatisfiedSatisfiedTOTAL

cbacbacba*baSignificance Level: 95%
141112144245956012317011041881200Unweighted total
145132120247975614116210061751200Weighted total

Under £10
(under £120

343837733214363837-17338pa)                 (5)
23%29%31%30%33%24%25%23%38%-%10%28%

bc

£10 - £24
(£120 - £299

502614691714434425-31303pa)                (17)
35%20%11%28%17%26%31%27%25%-%18%25%

abb

£25 - £49
(£300 - £599

25231748171324297-35202pa)                (37)
17%17%14%19%18%23%17%18%7%-%20%17%

aa

£50 - £99
(£600 - £1,199

12922249416146*20117pa)                (75)
9%7%18%10%9%7%11%9%6%3%12%10%

bc

£100 - £199
(£1,200 - £2

1010201567101810425106,399 pa)          (150)
7%8%16%6%6%13%7%11%10%60%15%9%

bc

£200 - £499
(£2,400 - £5

691973878-2057,999 pa)          (350)
4%7%1%4%8%5%5%4%8%-%11%5%

a

£500 - £999
(£6,000 - £11

2946**362-1032,999 pa)          (750)
1%7%3%2%*%1%2%3%2%-%5%3%

c

£1,000 - £1
,999 (£12,000

*2322-2412517- £23,999 pa)    (1500)
*%2%3%1%2%-%2%2%1%37%3%1%

£2,000 - £2
,999 (£24,000

4***3*-1*-29- £35,999 pa)    (2500)
3%*%*%*%3%*%-%1%*%-%1%1%

c

£3,000 - £4
,999 (£36,000

232-3--22-814- £59,999 pa)    (4000)
1%2%2%-%3%-%-%1%2%-%5%1%

c
Columns Tested: a,b - a,b,c - a,b,c - a,b,c
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QV1.2  On average, how much money does your organisation spend in total per month on sending mail items? Please think about all the letters, packets and parcels you may send as an organisation.
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthMonthother main provider

DecNovOctJunMayAprMarFebJanDissatisfiedSatisfiedTOTAL

cbacbacba*baSignificance Level: 95%
141112144245956012317011041881200Unweighted total
145132120247975614116210061751200Weighted total

£5,000 - £7
,499 (£60,000

*2**-*----*3- £89,999 pa)    (6250)
*%2%*%*%-%*%-%-%-%-%*%*%

£7,500 - £9
,999 (£90,000

------------- £119,999 pa)   (8750)
-%-%-%-%-%-%-%-%-%-%-%-%

£10,000 - £14
,999 (£120,000

----1---*-11- £179,999 pa)  (12500)
-%-%-%-%1%-%-%-%*%-%1%*%

£15,000 - £19
,999 (£180,000

------------- £239,999 pa)  (17500)
-%-%-%-%-%-%-%-%-%-%-%-%

£20,000 - £24
,999 (£240,000

------------- £299,999 pa)  (22500)
-%-%-%-%-%-%-%-%-%-%-%-%

£25,000 - £29
,999 (£300,000

------------- £359,999 pa)  (27500)
-%-%-%-%-%-%-%-%-%-%-%-%

£30,000 - £39
,999 (£360,000

-------*--**- £479,999 pa)  (35000)
-%-%-%-%-%-%-%*%-%-%*%*%

£40,000 - £49
,999 (£480,000

------------- £599,999 pa)  (45000)
-%-%-%-%-%-%-%-%-%-%-%-%

£50,000 - £74
,999 (£600,000

--*--------*- £899,999 pa)  (62500)
-%-%*%-%-%-%-%-%-%-%-%*%

£75,000 - £99
,999 (£900,000
- £1,199,999

-*--------**pa)             (87500)
-%*%-%-%-%-%-%-%-%-%*%*%

£100,000 -
£299,999 (£1
,200,000 - £3

------------,599,999 pa)   (200000)
-%-%-%-%-%-%-%-%-%-%-%-%

£300,000 -
£499,999 (£3
,600,000 - £5

------------,999,999 pa)   (400000)
-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c - a,b,c
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QV1.2  On average, how much money does your organisation spend in total per month on sending mail items? Please think about all the letters, packets and parcels you may send as an organisation.
Base: All respondents



Satisfaction with
MonthMonthMonthother main provider

DecNovOctJunMayAprMarFebJanDissatisfiedSatisfiedTOTAL

cbacbacba*baSignificance Level: 95%
141112144245956012317011041881200Unweighted total
145132120247975614116210061751200Weighted total

£500,000+ (£6
------------,000,000+ pa)  (600000)
-%-%-%-%-%-%-%-%-%-%-%-%

0-£99 per
1219689215754511812576*103960month

84%73%74%87%77%81%84%77%76%3%59%80%

abb

£100+ per
243631322211233824672240month
16%27%26%13%23%19%16%23%24%97%41%20%

ccc

Don't know -
------------PROBE FULLY.
-%-%-%-%-%-%-%-%-%-%-%-%

145132120247975614116210061751200Answered
187.25403.67429.6677.98421.8181.1290.49205.73208.09651.70579.98219.75Mean

c
Columns Tested: a,b - a,b,c - a,b,c - a,b,c
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QV1.2  On average, how much money does your organisation spend in total per month on sending mail items? Please think about all the letters, packets and parcels you may send as an organisation.
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
734143167156827882106907164100611200Unweighted total

103250615784931821888670134123721200Weighted total

149548131632201491321101660-24%
14%10%7%14%15%17%18%11%16%13%10%17%13%14%

kkkkkkk

36-343585133454325-49%
4%-%5%7%3%6%4%3%1%4%2%3%7%4%

llllllllll

79477371589418789750-74%
8%8%12%13%4%7%8%4%10%6%13%6%11%8%

fifimfi

76841463865651271556254101914989475-100%
74%82%76%67%78%69%70%82%72%77%75%74%68%74%

jaghjaghj

103250615784931821888670134123721200Answered
78.2184.4682.2574.5179.6574.2374.8181.6976.8581.3780.8277.6675.8378.50Mean

ghjmj
Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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Letters and large letters (WRITE IN:) (QV1.3a  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

baedcbagfed*cbaSignificance Level: 95%
68551529250581849084865428095161161191200Unweighted total
62357748893011524625930989161031191200Weighted total

84825*14161483684*3231660-24%
13%14%11%2%14%13%14%10%4%22%5%3%31%3%14%

ddddaadfgadfg

232021*14118-171-124325-49%
4%3%5%13%4%2%4%4%-%5%1%-%1%2%4%

abeb

51465*14923873152589750-74%
8%8%10%2%11%13%8%8%13%10%6%10%5%6%8%

ad

4654293577228583584919379146610689475-100%
75%74%74%82%72%72%75%77%83%63%89%87%64%89%74%

bebebegbeg

62357748893011524625930989161031191200Answered
79.0277.9577.8382.5974.7177.4678.5381.2889.9868.2388.9188.5465.9791.9978.50Mean

bebegbegbeg

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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Letters and large letters (WRITE IN:) (QV1.3a  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*gfedcbacbaba*dcbaSignificance Level: 95%
24362971472236063085893033088922985744791200Unweighted total
3163460142212712240622338240960564575801200Weighted total

-*24619115995611996711316911660-24%
-%2%5%7%5%9%16%41%9%3%41%7%21%20%28%16%14%

bcdefabaaa

-*13*831122921231112154325-49%
-%3%2%5%*%4%4%5%5%1%5%3%18%1%3%3%4%

cccaa

-446212538305983067*86479750-74%
-%23%11%10%15%12%5%13%9%2%13%7%7%12%11%8%8%

adaaaaa

312284711416052998478318987963433442689475-100%
100%72%82%79%81%76%74%41%77%94%41%83%54%67%58%74%74%

cbcbb

3163460142212712240622338240960564575801200Answered
80.0081.5387.6882.4985.4781.5777.4949.7481.2893.7649.7485.6862.9474.1665.0477.3478.50Mean

aacbcbb
Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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Letters and large letters (WRITE IN:) (QV1.3a  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cbababa*e*dcbaSignificance Level: 95%
142749111421057981101292642644921200Unweighted total

828690615310461071092242440634911200Weighted total

3114498878778817222238641660-24%
33%40%5%57%7%72%8%73%92%56%61%13%14%

aaaaa

-222116275381138304325-49%
-%8%2%10%3%5%3%2%4%9%13%6%4%

aaa

-395812857905*1010719750-74%
-%14%6%8%8%6%8%22%2%24%16%15%8%

a

51117783785718876114732689475-100%
67%39%86%24%82%16%80%3%3%11%11%66%74%

bbbbc

828690615310461071092242440634911200Answered
67.2348.0388.2534.2885.0026.5683.6318.2713.6127.1728.5571.1978.50Mean

bbbbc

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c
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Letters and large letters (WRITE IN:) (QV1.3a  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
13311374213009342819259398523113273511043422066431200Unweighted total
10111324172866346788266361522111567010823252196431200Weighted total

371481021731427212036159119771046928631660-24%
37%13%25%6%55%41%9%45%10%30%11%11%10%21%13%10%14%

abbcabcdegabcegab

4392716-2726231037372837157214325-49%
4%3%6%6%-%8%3%9%3%7%3%4%3%5%3%3%4%

babcegabceg

9935430*66644639919672923713479750-74%
9%8%13%11%6%19%8%17%11%17%9%11%9%11%6%7%8%

bcabcegabcegab

5085323422321116267727623586349384820317151289475-100%
49%75%56%78%38%32%79%29%76%45%77%74%78%62%78%80%74%

acabdfdffdfdfbdfcc

10111324172866346788266361522111567010823252196431200Answered
55.3679.3163.3579.4141.9544.7882.5842.3080.1454.7281.4378.5282.3768.4480.9783.2878.50Mean

accabdfdffbdfdfbdfcc
Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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Letters and large letters (WRITE IN:) (QV1.3a  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbac*babaSignificance Level: 95%
116931149183115572141169946117610171166108316667749011200Unweighted total
11891216516711497056117093311749861165109317627398831200Weighted total

71144543153122-16415615713215614925731151660-24%
6%12%27%26%13%17%-%14%17%13%13%13%14%11%8%10%13%14%

cbcabbabcb

2299840332413940354037-421284325-49%
2%3%6%5%4%5%37%3%4%3%4%3%3%-%7%3%3%4%

66625139069-938497869490-455809750-74%
6%7%15%8%8%10%-%8%9%8%9%8%8%-%7%7%9%8%

bc

102704851038654824872655880732875817154959066089475-100%
86%77%52%62%75%68%63%75%70%75%74%75%75%89%79%80%75%74%

abaacdddda

11891216516711497056117093311749861165109317627398831200Answered
88.1780.4161.4765.3779.1973.6875.1178.4074.8778.8978.4978.9078.9484.2079.6582.4379.0778.50Mean

abaaccdddda
Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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Letters and large letters (WRITE IN:) (QV1.3a  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

bababababacbaSignificance Level: 95%
1714596222359960941106480720102967991200Unweighted total
167379742186893811110894737271026651031200Weighted total

52261194414113416277898320591660-24%
31%71%12%20%20%12%4%15%16%12%8%30%57%14%

bbbacbc

141358238340103331664325-49%
9%4%4%4%3%4%3%4%2%4%3%9%5%4%

bc

23578191079691405883959750-74%
14%14%8%9%14%8%5%8%8%8%8%15%5%8%

a

7747411484270998795345549829303489475-100%
46%11%76%68%62%76%88%73%73%75%81%46%32%74%

aabaab

167379742186893811110894737271026651031200Answered
54.9624.3280.1971.5371.1879.8389.1277.4176.9479.5284.1956.1938.3878.50Mean

aabaaba
Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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Letters and large letters (WRITE IN:) (QV1.3a  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthMonthother main provider

DecNovOctJunMayAprMarFebJanDissatisfiedSatisfiedTOTAL

cbacbacba*baSignificance Level: 95%
141112144245956012317011041881200Unweighted total
145132120247975614116210061751200Weighted total

233218251991018126631660-24%
16%25%15%10%19%16%7%11%12%97%36%14%

c

4*31315566-164325-49%
2%*%2%5%1%8%4%3%6%-%9%4%

b

136161211116167-249750-74%
9%4%13%5%11%1%11%10%7%-%13%8%

bac

1059383196674211012475*7389475-100%
72%71%69%80%69%74%78%76%75%3%42%74%

b

145132120247975614116210061751200Answered
76.2273.4676.5180.8274.7776.7184.1080.4978.657.7151.1778.50Mean

Columns Tested: a,b - a,b,c - a,b,c - a,b,c
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Letters and large letters (WRITE IN:) (QV1.3a  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
734143167156827882106907164100611200Unweighted total

103250615784931821888670134123721200Weighted total

749404539646512614458559990488740-24%
73%80%74%68%76%69%70%77%68%79%73%74%66%73%

aejm

624633*111110*13777425-49%
6%7%9%4%3%*%6%6%12%*%10%6%9%6%

hdhdhhhdhijmdhhdh

6916841015104613258450-74%
7%3%9%14%5%11%8%5%4%9%9%2%7%7%

bblbefilmblbblbl

1525481318302314810231316875-100%
15%9%7%13%15%19%17%12%16%11%8%19%18%14%

kkcklkkcklk

103250615784931821888670134123721200Answered
21.1314.8116.9023.9818.8125.7724.3918.0222.7017.1017.8522.2423.9020.78Mean

lklklll
Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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Parcels and packets (WRITE IN:) (QV1.3b  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All respondents

Produced by OLR
OFC1885
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UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

baedcbagfed*cbaSignificance Level: 95%
68551529250581849084865428095161161191200Unweighted total
62357748893011524625930989161031191200Weighted total

459415346722839346491857914651078740-24%
74%72%72%74%70%71%73%75%83%60%89%87%63%89%73%

bebebegbeg

3638511369303245*437425-49%
6%7%10%11%12%10%6%6%6%8%5%3%4%3%6%

aa

424231*2814042711458450-74%
7%7%7%12%4%6%7%9%7%9%1%8%4%4%7%

dd

87826*14163473724*31516875-100%
14%14%12%2%14%13%14%10%4%23%5%3%30%4%14%

ddddaadfgadfg

62357748893011524625930989161031191200Answered
20.1421.4820.6616.0123.1421.1920.7918.059.9331.5010.3111.1932.497.5920.78Mean

adadfgadfg

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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Parcels and packets (WRITE IN:) (QV1.3b  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*gfedcbacbaba*dcbaSignificance Level: 95%
24362971472236063085893033088922985744791200Unweighted total
3163460142212712240622338240960564575801200Weighted total

31127461101625149546431595779342324148740-24%
100%68%80%76%78%76%72%40%75%93%40%81%51%66%55%71%73%

cbcbb

-453161729185061856179337425-49%
-%24%13%4%11%8%4%8%8%2%8%6%14%11%15%6%6%

abcdadaaaaa

-11691649255362559135428450-74%
-%6%2%11%6%7%7%10%9%2%10%6%11%5%9%7%7%

eaaa

-*25717120102551110266112129116875-100%
-%2%5%9%5%8%17%43%9%3%43%7%25%19%21%16%14%

bcefabaa

3163460142212712240622338240960564575801200Answered
20.0018.4012.3217.2614.1317.0521.9949.5817.875.7349.5813.5935.8924.1629.6122.1620.78Mean

ceabaa
Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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Parcels and packets (WRITE IN:) (QV1.3b  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cbababa*e*dcbaSignificance Level: 95%
142749111421057981101292642644921200Unweighted total

828690615310461071092242440634911200Weighted total

5102766378371985511373048740-24%
69%36%85%24%80%17%78%3%3%8%11%62%73%

bbbbc

-35397665694*14647425-49%
-%12%4%5%6%4%6%18%2%3%6%13%6%

a

-354924601074231011588450-74%
-%12%5%16%6%10%7%7%13%25%18%12%7%

aaa

21135285837394172025406516875-100%
31%40%6%56%8%69%9%73%82%64%65%13%14%

aaaaa

828690615310461071092242440634911200Answered
30.0050.5211.2862.9314.5869.5315.9781.6982.2572.6471.2127.7220.78Mean

aaaaa
Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c
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Parcels and packets (WRITE IN:) (QV1.3b  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
13311374213009342819259398523113273511043422066431200Unweighted total
10111324172866346788266361522111567010823252196431200Weighted total

458322192092102611742642168424798301961685028740-24%
45%73%53%73%41%30%78%28%73%41%75%72%77%60%77%78%73%

acabdfdffdfdfbdfcc

14734427344503033677354682211417425-49%
13%6%11%10%50%13%6%11%9%13%7%8%6%7%5%6%6%

bbacgabcg

8744932-52493628767855763210418450-74%
7%7%12%11%-%15%6%13%8%15%7%8%7%10%5%6%7%

babcegabcegab

3415310518*14878127351631228210774305916875-100%
34%13%25%6%8%43%10%48%10%31%11%12%10%23%13%9%14%

bbcabcdegabcegab

10111324172866346788266361522111567010823252196431200Answered
41.0920.0635.6920.0925.4154.2516.9456.5918.7144.2717.9520.9716.9931.2018.7515.6720.78Mean

bbcabcdegabcegacgab

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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Parcels and packets (WRITE IN:) (QV1.3b  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbac*babaSignificance Level: 95%
116931149183115572141169946117610171166108316667749011200Unweighted total
11891216516711497056117093311749861165109317627398831200Weighted total

1016878293846463485063386071185679815485786448740-24%
86%75%50%55%74%66%63%73%68%73%72%73%73%87%78%78%73%73%

abaaccdddda

94717207457-726873707071*347627425-49%
8%5%11%12%6%8%-%6%7%6%7%6%6%1%5%6%7%6%

bb

363161475602797282738173-643608450-74%
3%7%9%8%7%9%37%7%8%7%7%7%7%-%9%6%7%7%

c

51154940155124-168160159132159151257111616875-100%
4%13%30%24%13%18%-%14%17%14%13%14%14%11%8%10%13%14%

cbcabbabcb

11891216516711497056117093311749861165109317627398831200Answered
9.7919.0038.2132.5720.0625.5024.8920.9924.5120.3920.9120.3920.3513.9719.8316.7520.2020.78Mean

cbcabbabceb
Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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Parcels and packets (WRITE IN:) (QV1.3b  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

bababababacbaSignificance Level: 95%
1714596222359960941106480720102967991200Unweighted total
167379742186893811110894737271026651031200Weighted total

733729140426939977433753781229318740-24%
44%9%75%64%62%74%89%71%71%74%79%45%30%73%

aaaaba

2225419658370353962577425-49%
13%4%6%9%8%6%3%6%7%5%6%8%6%6%

20670149703812658641198450-74%
12%15%7%6%13%7%3%7%5%8%6%16%9%7%

c

522612145111175163759488205716875-100%
31%71%12%21%17%12%5%15%16%13%9%30%55%14%

bbbcbc

167379742186893811110894737271026651031200Answered
44.2974.7619.1727.4926.1119.509.7221.9222.0019.9915.2143.7459.3720.78Mean

bbbcbc

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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Parcels and packets (WRITE IN:) (QV1.3b  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All respondents

Produced by OLR
OFC1885
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Satisfaction with
MonthMonthMonthother main provider

DecNovOctJunMayAprMarFebJanDissatisfiedSatisfiedTOTAL

cbacbacba*baSignificance Level: 95%
141112144245956012317011041881200Unweighted total
145132120247975614116210061751200Weighted total

1089283184654110612174*688740-24%
74%69%69%75%67%74%75%74%74%3%39%73%

4462210113122-237425-49%
3%3%5%9%10%1%9%8%2%-%13%6%

aaa

15413153411127-228450-74%
10%3%11%6%3%6%8%7%7%-%13%7%

bb

18321825191111171666316875-100%
13%25%15%10%19%19%8%11%16%97%36%14%

cc

145132120247975614116210061751200Answered
21.2626.4923.2817.9325.0422.5715.7819.0621.3092.2947.9320.78Mean

Columns Tested: a,b - a,b,c - a,b,c - a,b,c
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Parcels and packets (WRITE IN:) (QV1.3b  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
734143167156827882106907164100611200Unweighted total

103250615784931821888670134123721200Weighted total

1023496055839317918885691311227211880-24%
99%99%99%97%99%100%99%100%99%98%98%100%100%99%

j

4*-1--2*1--*-625-49%
*%1%-%3%-%-%1%*%1%-%-%*%-%*%

km

3*-*------3--350-74%
*%*%-%1%-%-%-%-%-%-%2%-%-%*%

m

3**-1----1--*375-100%
*%*%1%-%1%-%-%-%-%2%-%-%*%*%

103250615784931821888670134123721200Answered
0.660.730.851.521.55*0.800.280.451.531.330.090.260.72Mean

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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Other mail items (WRITE IN:) (QV1.3c  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

baedcbagfed*cbaSignificance Level: 95%
68551529250581849084865428095161161191200Unweighted total
62357748893011524625930989161031191200Weighted total

615572478930114145759309881610111911880-24%
99%99%98%98%99%98%99%99%100%100%99%100%98%100%99%

b

51**-*53*-1-1*625-49%
1%*%1%2%-%1%*%1%*%-%1%-%1%*%*%

*3*--*31------350-74%
*%*%*%-%-%*%*%*%-%-%-%-%-%-%*%

3**-**31-*--1-375-100%
*%*%1%-%1%1%*%*%-%*%-%-%1%-%*%

62357748893011524625930989161031191200Answered
0.840.581.511.412.151.350.680.670.090.270.780.271.540.420.72Mean

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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Other mail items (WRITE IN:) (QV1.3c  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*gfedcbacbaba*dcbaSignificance Level: 95%
24362971472236063085893033088922985744791200Unweighted total
3163460142212712240622338240960564575801200Weighted total

31634601412087082366143372369515635357611880-24%
100%100%100%99%99%98%100%99%99%100%99%99%96%98%93%99%99%

bb

---**2133*33*-*3625-49%
-%-%-%1%*%1%*%1%*%*%1%*%4%-%*%1%*%

a

----13-*3-*3-*3*350-74%
-%-%-%-%*%1%-%*%1%-%*%*%-%*%5%*%*%

aa

-----*2*21*3-11*375-100%
-%-%-%-%-%*%*%*%*%*%*%*%-%2%2%*%*%

aa

3163460142212712240622338240960564575801200Answered
-0.07-0.250.401.370.520.680.840.510.680.731.181.685.350.500.72Mean

a
Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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Other mail items (WRITE IN:) (QV1.3c  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cbababa*e*dcbaSignificance Level: 95%
142749111421057981101292642644921200Unweighted total

828690615310461071092242440634911200Weighted total

7279900147104110110872422396248411880-24%
97%98%99%96%99%94%99%100%90%100%99%99%99%

bbb

-232323-2-*3625-49%
-%1%*%2%*%2%*%-%10%-%1%1%*%

a

-3*3*31--*-3350-74%
-%1%*%2%*%3%*%-%-%*%-%1%*%

aaa

*121212----2375-100%
3%*%*%1%*%1%*%-%-%-%-%*%*%

a

828690615310461071092242440634911200Answered
2.771.450.472.790.413.900.400.044.150.190.251.100.72Mean

aaa
Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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Other mail items (WRITE IN:) (QV1.3c  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
13311374213009342819259398523113273511043422066431200Unweighted total
10111324172866346788266361522111567010823252196431200Weighted total

96112441228533407822613565141107666107332321863311880-24%
95%99%99%100%53%98%99%98%99%99%99%99%99%99%99%99%99%

cc

12*1-53313212213625-49%
1%*%*%*%-%1%*%1%*%1%*%*%*%1%1%*%*%

abc

333-3*1133333-*3350-74%
3%*%1%-%47%*%*%*%1%1%*%*%*%-%*%*%*%

bg

131*-111113*3--3375-100%
1%*%*%*%-%*%*%*%*%*%*%*%*%-%-%1%*%

b

10111324172866346788266361522111567010823252196431200Answered
3.550.630.950.5032.640.960.471.111.161.010.620.500.640.370.291.050.72Mean
ab

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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Other mail items (WRITE IN:) (QV1.3c  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbac*babaSignificance Level: 95%
116931149183115572141169946117610171166108316667749011200Unweighted total
11891216516711497056117093311749861165109317627398831200Weighted total

113905164162113769661159925116297711541082176173287611880-24%
96%99%100%97%99%99%100%99%99%99%99%99%99%100%99%99%99%99%

cc

24**65-645456--11625-49%
2%*%*%*%1%1%-%1%*%*%*%*%1%-%-%*%*%*%

3-*333-333333-*33350-74%
2%-%*%2%*%*%-%*%*%*%*%*%*%-%1%*%*%*%

bb

-3-131-213133--33375-100%
-%*%-%1%*%*%-%*%*%*%*%*%*%-%-%*%*%*%

11891216516711497056117093311749861165109317627398831200Answered
2.040.590.332.060.750.82-0.610.620.720.600.710.711.830.510.820.730.72Mean

bb
Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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Other mail items (WRITE IN:) (QV1.3c  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

bababababacbaSignificance Level: 95%
1714596222359960941106480720102967991200Unweighted total
167379742186893811110894737271026651031200Weighted total

1653796521565929109107846472310186510011880-24%
99%99%99%99%96%99%98%99%98%99%99%100%96%99%

bba

--5**524513-2625-49%
-%-%1%*%*%1%2%*%1%*%*%-%2%*%

aac

-**331-3313-*350-74%
-%*%*%1%4%*%-%*%1%*%*%-%*%*%

ba

1*3--3-3132-1375-100%
1%1%*%-%-%*%-%*%*%*%*%-%1%*%

167379742186893811110894737271026651031200Answered
0.740.920.640.972.710.681.160.671.060.490.610.072.250.72Mean

ac
Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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Other mail items (WRITE IN:) (QV1.3c  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthMonthother main provider

DecNovOctJunMayAprMarFebJanDissatisfiedSatisfiedTOTAL

cbacbacba*baSignificance Level: 95%
141112144245956012317011041881200Unweighted total
145132120247975614116210061751200Weighted total

1401321202429756140161100617411880-24%
96%100%100%98%100%100%100%99%100%100%99%99%

c

2**2--*1*--625-49%
2%*%*%1%-%-%*%*%*%-%-%*%

---3---1--*350-74%
-%-%-%1%-%-%-%*%-%-%*%*%

3--*---*--1375-100%
2%-%-%*%-%-%-%*%-%-%1%*%

145132120247975614116210061751200Answered
2.520.050.211.260.190.720.120.450.05-0.900.72Mean

a
Columns Tested: a,b - a,b,c - a,b,c - a,b,c
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Other mail items (WRITE IN:) (QV1.3c  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
734143167156827882106907164100611200Unweighted total

103250615784931821888670134123721200Weighted total

626233132536312110653447269447121-24             (12.5)
61%45%51%57%63%68%67%56%62%63%54%56%62%59%

klllklkllll

17610161011173823141418261621225 - 49          (37.0)
17%19%26%18%13%18%21%12%16%20%13%21%23%18%

cfim

1246761321537722617414250 - 99          (75.0)
12%11%12%10%15%2%8%20%8%4%19%14%5%12%

dhhdhhdhadeghjmadehdh

4664544*114476560100 - 249       (175.0)
4%11%6%9%5%5%*%6%5%6%5%5%7%5%

gmggmgggggg

2941122364434*34250 - 499       (375.0)
3%8%2%1%3%2%1%3%5%6%2%3%1%3%

agjkmj

121211*3*1161*16500 - 4,999    (2750.0)
1%2%3%2%1%*%1%*%1%1%4%*%*%1%

fm

5,000 - 49
2*-----2-----3,999          (27500.0)
*%1%-%-%-%-%-%1%-%-%-%-%-%*%

50,000 -
--------------499,999      (275000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

500,000 - 4
--------------,999,999    (2750000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------5m +        (5500000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't send
letters /
large

161*2-5322-2-220letters
2%3%1%3%-%5%1%1%3%-%2%-%2%2%

bikm

--------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

802324743648015912967589095619241-49
78%64%77%75%76%85%87%69%78%83%67%78%84%77%

flllcflcfjlmlcfllcfl

2131614122092157171242271025650+
21%33%22%22%24%9%11%30%19%17%31%22%13%21%

ghghadeghjkmghghadghmaghh

101649605584881791868470132123701180Answered
139.20370.79125.51100.5265.5946.3469.41403.6075.7190.12164.6457.4042.75146.25Mean

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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QV2a. On average, how many letter items does your organisation send per month? Please think ONLY about all the letters and large letters you may send as an organisation.
Base: All respondents



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

baedcbagfed*cbaSignificance Level: 95%
68551529250581849084865428095161161191200Unweighted total
62357748893011524625930989161031191200Weighted total

37933311111070026927195491259787121-24             (12.5)
61%58%24%12%8%32%61%58%46%63%55%77%57%66%59%

ccdbcdeff

1121008126204731047213212921225 - 49          (37.0)
18%17%17%7%16%20%18%16%18%15%23%19%21%25%18%

deg

707281251345311361619714250 - 99          (75.0)
11%13%17%16%17%18%12%12%19%12%18%5%9%6%12%

aaaa

2634722453315112-6260100 - 249       (175.0)
4%6%15%19%20%13%5%7%8%4%3%-%6%2%5%

aaaaaa

161972232715471-5334250 - 499       (375.0)
2%3%14%20%21%11%2%3%7%2%1%-%5%2%3%

aaabade

6106222111015*-1*16500 - 4,999    (2750.0)
1%2%12%26%17%6%1%2%1%2%*%-%1%*%1%

ababeaba

5,000 - 49
3-----3--3----3,999          (27500.0)
*%-%-%-%-%-%*%-%-%1%-%-%-%-%*%

g

50,000 -
---------------499,999      (275000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

500,000 - 4
---------------,999,999    (2750000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------5m +        (5500000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't send
letters /
large

1281-*11912-6*-2-20letters
2%1%1%-%1%2%2%3%-%2%*%-%2%-%2%

---------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

491433192215905342382426915801089241-49
79%75%40%19%24%51%79%74%64%78%78%95%77%90%77%

cdcdebcdefbdefg

1211352877142281082161191221125650+
19%23%58%81%74%47%20%23%36%20%22%5%21%10%21%

ababeabeaaabegaaa

61256847893011334505930389161021191180Answered
194.3794.46425.79837.44596.74254.82134.57105.33103.89334.9642.1020.1268.0336.55146.25Mean

ababeaba
Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Produced by OLR
OFC1885
Issue date: 18/01/16
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QV2a. On average, how many letter items does your organisation send per month? Please think ONLY about all the letters and large letters you may send as an organisation.
Base: All respondents



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*gfedcbacbaba*dcbaSignificance Level: 95%
24362971472236063085893033088922985744791200Unweighted total
3163460142212712240622338240960564575801200Weighted total

------7126831532868644127173897121-24             (12.5)
-%-%-%-%-%-%100%28%51%97%28%67%11%43%30%67%59%

bcdefcbcbbc

-----212-37167837175*12158521225 - 49          (37.0)
-%-%-%-%-%100%-%16%27%2%16%18%6%19%26%15%18%

acdefaaca

----142--3910213910317126514250 - 99          (75.0)
-%-%-%-%100%-%-%16%16%*%16%11%20%11%22%11%12%

abdefaaaa

---60---3526-352611141560100 - 249       (175.0)
-%-%-%100%-%-%-%14%4%-%14%3%13%18%8%3%5%

abcefabaaaa

--34----313-3131471034250 - 499       (375.0)
-%-%100%-%-%-%-%13%*%-%13%*%26%6%13%2%3%

abcdfabaaa

-16-----143-143111616500 - 4,999    (2750.0)
-%100%-%-%-%-%-%6%*%-%6%*%24%1%1%1%1%

abcdeaba

5,000 - 49
3------3--3-----3,999          (27500.0)

100%-%-%-%-%-%-%1%-%-%1%-%-%-%-%-%*%

ba

50,000 -
-----------------499,999      (275000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

500,000 - 4
-----------------,999,999    (2750000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------5m +        (5500000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't send
letters /
large

-------1361137-2-1120letters
-%-%-%-%-%-%-%5%1%*%5%1%-%3%-%2%2%

aba

-----------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----212712106482337106819139324749241-49
-%-%-%-%-%100%100%44%78%99%44%85%17%61%56%82%77%

cdefcdefcbcbbc

3163460142--1211341121134423259625650+
100%100%100%100%100%-%-%51%22%*%51%14%83%36%44%16%21%

abababababaaaa

3163460142212712227616337227953562575691180Answered
275002750.00375.00175.0075.0037.0012.50604.7550.0713.20604.7537.03792.74107.06130.9661.92146.25Mean

abaa
Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Produced by OLR
OFC1885
Issue date: 18/01/16
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QV2a. On average, how many letter items does your organisation send per month? Please think ONLY about all the letters and large letters you may send as an organisation.
Base: All respondents



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cbababa*e*dcbaSignificance Level: 95%
142749111421057981101292642644921200Unweighted total

828690615310461071092242440634911200Weighted total

316154889623646489816362777121-24             (12.5)
43%56%60%58%60%60%59%39%32%39%58%56%59%

c

153159341781919328699621225 - 49          (37.0)
9%19%18%22%17%18%18%9%33%15%15%19%18%

*2911391335137*21047414250 - 99          (75.0)
3%10%12%6%13%5%13%1%7%25%7%15%12%

bbb

2174275375341551760100 - 249       (175.0)
20%6%5%5%5%7%5%19%3%14%8%3%5%

a

*92533113312141034250 - 499       (375.0)
1%3%3%2%3%1%3%3%8%2%6%2%3%

*412115*164111516500 - 4,999    (2750.0)
3%1%1%1%1%*%1%17%3%2%2%1%1%

5,000 - 49
-2*-3-3*---23,999          (27500.0)
-%1%*%-%*%-%*%2%-%-%-%*%*%

a

50,000 -
-------------499,999      (275000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%

500,000 - 4
-------------,999,999    (2750000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------5m +        (5500000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't send
letters /
large

2117101010103413920letters
22%4%1%6%1%9%1%11%15%4%4%2%2%

aaa

-------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%

421470712380183841111621453739241-49
51%75%78%80%77%78%77%47%65%54%73%76%77%

c

2611922023514242105171410925650+
27%21%21%13%22%13%22%41%21%42%23%22%21%

bbab

62758991431037971083212138604821180Answered
172.76318.8393.3058.57158.3644.14155.431146.62177.15113.90108.88204.94146.25Mean

a
Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c
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QV2a. On average, how many letter items does your organisation send per month? Please think ONLY about all the letters and large letters you may send as an organisation.
Base: All respondents



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
13311374213009342819259398523113273511043422066431200Unweighted total
10111324172866346788266361522111567010823252196431200Weighted total

4066424815411894241441572896503386291481064467121-24             (12.5)
40%59%59%54%16%55%54%54%44%55%58%51%58%46%49%69%59%

cceeebeebebc

162037352364162498490208138205683810721225 - 49          (37.0)
16%18%18%18%61%19%21%18%23%17%19%21%19%21%17%17%18%

d

121425053*3711332626914210013945405714250 - 99          (75.0)
12%13%12%18%8%11%14%12%17%13%13%15%13%14%18%9%12%

aacaa

1658209-234716242760465929191260100 - 249       (175.0)
16%5%5%3%-%7%6%6%7%5%5%7%5%9%9%2%5%

abaa

73498-10271118133429341314534250 - 499       (375.0)
7%3%2%3%-%3%3%4%5%2%3%4%3%4%7%1%3%

abdaa

31676*61231012161313101516500 - 4,999    (2750.0)
3%1%2%2%7%2%2%1%3%2%1%2%1%3%1%1%1%

aab

5,000 - 49
33*--32*233333--3,999          (27500.0)
3%*%*%-%-%1%*%*%1%1%*%*%*%1%-%-%*%

aba

50,000 -
-----------------499,999      (275000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

500,000 - 4
-----------------,999,999    (2750000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------5m +        (5500000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't send
letters /
large

31285*15*1221922*9-1120letters
3%1%2%2%8%4%*%5%1%4%*%*%*%3%-%2%2%

babcegagabcegb

-----------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

5686732120542545861922413808584778342161445529241-49
56%77%77%72%77%73%74%72%67%73%77%71%77%67%66%86%77%

cceebebebc

41253877617820261117123256192247100758025650+
41%22%21%27%15%22%26%23%33%24%23%29%23%31%34%12%21%

abacdfgacdaa

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
Produced by OLR
OFC1885
Issue date: 18/01/16
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QV2a. On average, how many letter items does your organisation send per month? Please think ONLY about all the letters and large letters you may send as an organisation.
Base: All respondents



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
13311374213009342819259398523113273511043422066431200Unweighted total
10111324172866346788266361522111567010823252196431200Weighted total

9711204092815332787254358503111466810813162196321180Answered
942.97152.33116.5399.56246.33326.08172.27127.17319.29259.21153.58222.39149.34389.0782.4948.82146.25Mean

aba
Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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QV2a. On average, how many letter items does your organisation send per month? Please think ONLY about all the letters and large letters you may send as an organisation.
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbac*babaSignificance Level: 95%
116931149183115572141169946117610171166108316667749011200Unweighted total
11891216516711497056117093311749861165109317627398831200Weighted total

575728091688413*7015556965606906519374025247121-24             (12.5)
48%63%49%54%60%59%2%60%60%59%57%59%60%51%60%54%59%59%

acb

29152283019911962011512051792031975713916321225 - 49          (37.0)
25%17%17%18%17%17%98%17%16%17%18%17%18%31%11%19%18%18%

b

20107151613696-1351151411301411302710010214250 - 99          (75.0)
17%12%9%9%12%14%-%12%12%12%13%12%12%14%12%14%12%12%

64410115834-604760566055-4504260100 - 249       (175.0)
5%5%6%7%5%5%-%5%5%5%6%5%5%-%6%7%5%5%

4181373121-342934313431*3282734250 - 499       (375.0)
3%2%8%4%3%3%-%3%3%3%3%3%3%1%5%4%3%3%

b

27781610-161516131615-1121616500 - 4,999    (2750.0)
1%1%4%5%1%1%-%1%2%1%1%1%1%-%2%2%2%1%

bab

5,000 - 49
--3*3*-3*333-*2333,999          (27500.0)
-%-%2%*%*%*%-%*%*%*%*%*%-%3%4%*%*%*%

bc

50,000 -
------------------499,999      (275000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

500,000 - 4
------------------,999,999    (2750000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------5m +        (5500000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't send
letters /
large

*11841713-202019151916--5720letters
*%1%5%2%1%2%-%2%2%2%1%2%1%-%-%1%1%2%

bc

------------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

86724108121888531690270690173989384714445416879241-49
73%79%66%73%77%75%100%77%76%77%75%77%77%82%71%73%78%77%

ab

311774842244161-24820725423225423131819418925650+
26%19%29%25%21%23%-%21%22%22%24%22%21%18%29%26%21%21%

ba

11790115616311326926115091311559711146107817627348761180Answered
88.3360.72683.63262.00148.45102.3336.63148.79103.17148.89161.38149.8180.39732.771149.72201.41179.41146.25Mean

bac
Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Produced by OLR
OFC1885
Issue date: 18/01/16

Ofcom; Business Postal Tracker
Table 14  (continuation)                                                                                                                                                                        Page 156

QV2a. On average, how many letter items does your organisation send per month? Please think ONLY about all the letters and large letters you may send as an organisation.
Base: All respondents



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

bababababacbaSignificance Level: 95%
1714596222359960941106480720102967991200Unweighted total
167379742186893811110894737271026651031200Weighted total

922061297335548562728143161734597121-24             (12.5)
55%56%63%44%49%59%76%58%59%59%60%52%57%59%

aa

31315953161732019370142180122021225 - 49          (37.0)
19%9%16%24%23%18%18%18%15%20%18%19%20%18%

bb

1831024011111613666761298614250 - 99          (75.0)
11%9%10%18%16%12%5%12%14%10%13%12%6%12%

bba

1144811549-601941542260100 - 249       (175.0)
6%10%5%5%8%5%-%6%4%6%5%3%2%5%

b

522410226-341619282334250 - 499       (375.0)
3%4%2%5%3%3%-%3%3%3%3%3%3%3%

21133111*16710104216500 - 4,999    (2750.0)
1%3%1%1%1%1%*%1%1%1%1%7%2%1%

c

5,000 - 49
--2*---33--*23,999          (27500.0)
-%-%*%*%-%-%-%*%1%-%-%1%2%*%

acc

50,000 -
--------------499,999      (275000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

500,000 - 4
--------------,999,999    (2750000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------5m +        (5500000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't send
letters /
large

83144-14*2011993920letters
5%9%1%2%-%2%*%2%2%1%1%4%8%2%

cc

--------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

123247711504972710581935157379746809241-49
74%65%79%69%72%78%94%75%74%79%78%71%77%77%

aa

361018964191976250110146221161525650+
21%27%19%30%28%21%6%23%23%20%22%25%15%21%

bb

15934960214689241111069461719101862951180Answered
84.19152.71144.61152.8991.5276.0024.76158.87249.4680.0270.83424.12774.39146.25Mean

acc
Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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QV2a. On average, how many letter items does your organisation send per month? Please think ONLY about all the letters and large letters you may send as an organisation.
Base: All respondents



Satisfaction with
MonthMonthMonthother main provider

DecNovOctJunMayAprMarFebJanDissatisfiedSatisfiedTOTAL

cbacbacba*baSignificance Level: 95%
141112144245956012317011041881200Unweighted total
145132120247975614116210061751200Weighted total

91847114664317685632997121-24             (12.5)
63%63%59%59%66%55%54%53%63%37%56%59%

24211750138303317-3121225 - 49          (37.0)
17%16%14%20%13%13%21%20%17%-%17%18%

219142910132017821814250 - 99          (75.0)
15%7%11%12%11%23%14%10%8%37%10%12%

bc

2788636156*1160100 - 249       (175.0)
1%5%6%3%6%5%4%10%6%3%6%5%

c

*2741*794-634250 - 499       (375.0)
*%1%6%2%1%1%5%5%4%-%3%3%

bc

111631211-316500 - 4,999    (2750.0)
1%*%1%3%3%1%1%1%1%-%2%1%

5,000 - 49
-2*--------3,999          (27500.0)
-%2%*%-%-%-%-%-%-%-%-%*%

50,000 -
------------499,999      (275000.0)
-%-%-%-%-%-%-%-%-%-%-%-%

500,000 - 4
------------,999,999    (2750000.0)
-%-%-%-%-%-%-%-%-%-%-%-%

------------5m +        (5500000.0)
-%-%-%-%-%-%-%-%-%-%-%-%

Don't send
letters /
large

5624-1*2-1920letters
3%5%2%2%-%2%*%1%-%23%5%2%

------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%

1151058919677391061188021299241-49
80%79%74%80%79%69%75%73%81%37%74%77%

25213047201735421933725650+
17%16%25%19%21%30%25%26%19%40%21%21%

140126118243975514016010051671180Answered
49.36563.31174.29105.94128.5867.1287.9778.5474.6549.0096.00146.25Mean

Columns Tested: a,b - a,b,c - a,b,c - a,b,c
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QV2a. On average, how many letter items does your organisation send per month? Please think ONLY about all the letters and large letters you may send as an organisation.
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
734143167156827882106907164100611200Unweighted total

103250615784931821888670134123721200Weighted total

4171628302635638337217155264911-24             (12.5)
40%32%46%52%31%38%35%44%43%29%53%45%35%41%

diladghilmdladgilmdl

5532242175757536325 - 49          (37.0)
5%6%3%4%5%2%9%3%8%8%5%4%5%5%

fk

372**3675215434050 - 99          (75.0)
4%4%1%*%3%7%4%3%2%2%4%3%5%3%

jkjkjjkjkjjjk

23-11448*14-2-24100 - 249       (175.0)
2%-%1%2%5%4%4%*%1%6%-%1%-%2%

fllflacfklm

51*11--*---*37250 - 499       (375.0)
*%2%*%1%2%-%-%*%-%-%-%*%5%1%

befkm

16-1***371*-2117500 - 4,999    (2750.0)
2%-%1%1%*%*%2%4%1%*%-%1%2%1%

l

5,000 - 49
-*-----------*,999          (27500.0)
-%*%-%-%-%-%-%-%-%-%-%-%-%*%

50,000 -
--------------499,999      (275000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

500,000 - 4
--------------,999,999    (2750000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------5m +        (5500000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't send
parcels /

478282923454684873838515535559packets
46%57%47%40%54%49%46%46%44%55%38%45%49%47%

cjmjcj

--------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

13664412123518111112131215025+
13%12%6%8%15%13%19%10%13%16%9%10%16%13%

kkjkkk

5542232343847981024832846737641Answered
107.23155.9196.0659.3477.5945.45119.19219.7190.7056.6318.5196.40161.50105.78Mean

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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QV2b. And on average, how many parcels and packets does your organisation send per month? Again please think ONLY about the packets and parcels you may send as an organisation.
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

baedcbagfed*cbaSignificance Level: 95%
68551529250581849084865428095161161191200Unweighted total
62357748893011524625930989161031191200Weighted total

2472452043134721852013839841404911-24             (12.5)
40%42%41%42%34%42%41%40%34%45%43%50%40%34%41%

a

2933312159222204-846325 - 49          (37.0)
5%6%7%7%16%3%5%5%3%7%4%-%8%3%5%

abe

132731*2365218*-12-4050 - 99          (75.0)
2%5%7%12%4%6%3%1%4%6%*%-%11%-%3%

baaaaadgadg

16821*1237-11--6-24100 - 249       (175.0)
3%1%4%8%4%3%2%2%-%4%-%-%6%-%2%

aaaadg

431***63-3--1-7250 - 499       (375.0)
1%1%2%1%4%1%1%1%-%1%-%-%1%-%1%

a

1252-11153-13--1-17500 - 4,999    (2750.0)
2%1%3%-%8%3%1%1%-%4%-%-%1%-%1%

aadabdg

5,000 - 49
-**--*---*----*,999          (27500.0)
-%*%*%-%-%*%-%-%-%*%-%-%-%-%*%

50,000 -
---------------499,999      (275000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

500,000 - 4
---------------,999,999    (2750000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------5m +        (5500000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't send
parcels /

304255183312541237351054783575559packets
49%44%37%30%30%40%47%51%59%34%52%50%33%63%47%

cdebebebebeg

---------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

737711235139414654-27415025+
12%13%23%27%36%17%12%9%7%21%4%-%27%3%13%

aaabeadfgadfg

320322306718611225242044286944641Answered
129.3482.36275.4849.58354.60320.4797.3263.8920.25228.4614.8312.5065.0414.77105.78Mean

aaag
Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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QV2b. And on average, how many parcels and packets does your organisation send per month? Again please think ONLY about the packets and parcels you may send as an organisation.
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*gfedcbacbaba*dcbaSignificance Level: 95%
24362971472236063085893033088922985744791200Unweighted total
3163460142212712240622338240960564575801200Weighted total

2510177496277783288578414319312484911-24             (12.5)
84%32%30%28%52%45%39%32%53%25%32%43%48%30%53%43%41%

adefdedacbcc

-1454936441814419*15306325 - 49          (37.0)
-%7%11%8%3%4%5%18%3%*%18%2%9%2%8%5%5%

abcabaa

-11510616309-309*61214050 - 99          (75.0)
-%4%3%9%7%3%2%13%2%-%13%1%9%10%2%4%3%

abaabaaab

-12128824--24-1*61224100 - 249       (175.0)
-%5%6%1%1%4%1%10%-%-%10%-%16%*%10%2%2%

aaaabaac

*-*1-247--7-*--27250 - 499       (375.0)
16%-%*%1%-%1%*%3%-%-%3%-%5%-%-%*%1%

aba

-414**617--17--52417500 - 4,999    (2750.0)
-%24%2%6%*%*%1%7%-%-%7%-%-%8%3%1%1%

abcdeabcabaa

5,000 - 49
--*----*--*-----*,999          (27500.0)
-%-%*%-%-%-%-%*%-%-%*%-%-%-%-%-%*%

50,000 -
-----------------499,999      (275000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

500,000 - 4
-----------------,999,999    (2750000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------5m +        (5500000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't send
parcels /

-416285292366402662524051813214263559packets
-%27%48%46%37%43%51%17%43%74%17%54%14%50%24%45%47%

fffbcfcbcbbb

-----------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*771616256912227112228213136815025+
16%41%22%26%11%12%10%51%4%*%51%3%39%20%22%12%13%

abceabcabcabaaaa

3121832901213462003558620044253243317641Answered
68.80945.06272.54343.8628.6442.9869.83307.0015.3712.85307.0014.8873.90446.97140.7360.41105.78Mean

abcdabcabaaa
Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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QV2b. And on average, how many parcels and packets does your organisation send per month? Again please think ONLY about the packets and parcels you may send as an organisation.
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cbababa*e*dcbaSignificance Level: 95%
142749111421057981101292642644921200Unweighted total

828690615310461071092242440634911200Weighted total

11723197841342449----4914911-24             (12.5)
8%60%35%51%39%39%41%-%-%-%-%100%41%

aabc

*422029332339---63-6325 - 49          (37.0)
4%15%2%19%3%21%4%-%-%-%100%-%5%

aaaac

2211716241525--40--4050 - 99          (75.0)
26%7%2%10%2%14%2%-%-%100%-%-%3%

aaaab

*196168159-24---24100 - 249       (175.0)
3%7%1%11%1%14%1%-%100%-%-%-%2%

aaa

*5124247----7250 - 499       (375.0)
2%2%*%2%*%2%*%28%-%-%-%-%1%

aa

-12571041317----17500 - 4,999    (2750.0)
-%4%1%4%1%4%1%72%-%-%-%-%1%

aaa

5,000 - 49
-*-*--**----*,999          (27500.0)
-%*%-%*%-%-%*%*%-%-%-%-%*%

50,000 -
-------------499,999      (275000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%

500,000 - 4
-------------,999,999    (2750000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------5m +        (5500000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't send
parcels /

41653945546553-----559packets
57%5%59%3%53%5%51%-%-%-%-%-%47%

bbb

-------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%

399497179599124244063-15025+
35%35%5%46%8%55%8%100%100%100%100%-%13%

aaaaa

327036714949210154024244063491641Answered
80.58168.3260.08188.0981.00170.7993.612191.02175.0075.0037.0012.50105.78Mean

aa
Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
Table 15  (continuation)                                                                                                                                                                        Page 162

QV2b. And on average, how many parcels and packets does your organisation send per month? Again please think ONLY about the packets and parcels you may send as an organisation.
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
13311374213009342819259398523113273511043422066431200Unweighted total
10111324172866346788266361522111567010823252196431200Weighted total

414602402786204340135179374453332438135912554911-24             (12.5)
40%41%57%97%97%59%43%51%49%72%41%49%41%42%42%40%41%

bcaacgacgabcefgacg

1258385-58394621595242453013206325 - 49          (37.0)
12%5%9%2%-%17%5%17%6%11%5%6%4%9%6%3%5%

bbcabcdegabcegaa

739252*372233939382337198124050 - 99          (75.0)
7%3%6%1%3%11%3%12%2%8%3%3%3%6%4%2%3%

bbcabcdegabcega

922161-241121824191019184324100 - 249       (175.0)
9%2%4%*%-%7%1%8%2%5%2%1%2%6%2%*%2%

abbcabcegabcgab

346--7161755452*7250 - 499       (375.0)
3%*%1%-%-%2%*%2%*%1%*%1%*%1%1%*%1%

bbcacegagaa

51712*-1741141710107143-17500 - 4,999    (2750.0)
5%1%3%*%-%5%1%4%1%3%1%2%1%4%1%-%1%

bcabcegabcegaa

5,000 - 49
**---*-*****-*--*,999          (27500.0)
*%*%-%-%-%*%-%*%*%*%*%*%-%*%-%-%*%

50,000 -
-----------------499,999      (275000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

500,000 - 4
-----------------,999,999    (2750000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------5m +        (5500000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't send
parcels /

2353280---36914139153824953210499353559packets
23%47%19%-%-%-%47%5%38%*%48%37%49%32%45%55%47%

acbdefddfbdefdfbdefcbc

-----------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

37140978*14279117431461259011186293515025+
37%12%23%3%3%41%10%44%12%28%11%13%10%26%13%5%13%

abbcabcdegabcegagaba

786003372866346418252222520578421549221120290641Answered
276.93106.99131.3515.6814.51182.7152.94180.1786.20125.4680.0898.5960.92229.6796.5218.58105.78Mean

bcacgagaa
Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Produced by OLR
OFC1885
Issue date: 18/01/16

Ofcom; Business Postal Tracker
Table 15  (continuation)                                                                                                                                                                        Page 163

QV2b. And on average, how many parcels and packets does your organisation send per month? Again please think ONLY about the packets and parcels you may send as an organisation.
Base: All respondents



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbac*babaSignificance Level: 95%
116931149183115572141169946117610171166108316667749011200Unweighted total
11891216516711497056117093311749861165109317627398831200Weighted total

553617284476333-4874334874284844456333033904911-24             (12.5)
47%40%44%50%41%47%-%42%46%41%43%42%41%36%53%41%44%41%

bbace

143161349462585355455552-337406325 - 49          (37.0)
1%5%10%8%4%7%37%5%6%5%5%5%5%-%5%5%5%5%

cbcbb

*2515113730-403739363932*525254050 - 99          (75.0)
*%3%9%7%3%4%-%3%4%3%4%3%3%1%9%3%3%3%

bcbc

-17742422-242424212421-4111824100 - 249       (175.0)
-%2%5%2%2%3%-%2%3%2%2%2%2%-%6%1%2%2%

bcc

*24153-555445**337250 - 499       (375.0)
*%*%2%1%*%*%-%*%1%*%*%*%*%3%*%*%*%1%

b

1973178-1715171417151-101517500 - 4,999    (2750.0)
1%1%4%2%1%1%-%1%2%1%1%1%1%9%-%1%2%1%

b

5,000 - 49
--*-**-*****--****,999          (27500.0)
-%-%*%-%*%*%-%*%*%*%*%*%-%-%*%*%*%*%

50,000 -
------------------499,999      (275000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

500,000 - 4
------------------,999,999    (2750000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------5m +        (5500000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't send
parcels /

6045543515402634539365545438542523917350393559packets
51%50%26%31%47%37%63%46%39%46%44%47%48%51%27%47%44%47%

aaacdddda

------------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

296503213310921441351421201391252128510115025+
2%11%30%19%12%15%37%12%14%12%12%12%11%13%20%12%11%13%

cbcbbc

574571221166094422631568629548623570845388490641Answered
42.9382.86225.1393.62107.5285.3137.00106.22104.98106.66103.50106.42100.11516.5093.85105.95113.66105.78Mean

b
Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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QV2b. And on average, how many parcels and packets does your organisation send per month? Again please think ONLY about the packets and parcels you may send as an organisation.
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

bababababacbaSignificance Level: 95%
1714596222359960941106480720102967991200Unweighted total
167379742186893811110894737271026651031200Weighted total

1051839199263954045217931241825474911-24             (12.5)
63%49%40%45%38%42%36%41%38%43%41%39%46%41%

215392324416122413611166325 - 49          (37.0)
13%13%4%11%3%5%1%6%5%6%4%16%15%5%

bcc

8920171119336201923884050 - 99          (75.0)
5%23%2%8%17%2%3%3%4%3%2%13%8%3%

bbacc

5313111201241312811324100 - 249       (175.0)
3%9%1%5%2%2%1%2%3%2%1%1%13%2%

bbc

4151-6-7511237250 - 499       (375.0)
2%4%1%*%-%1%-%1%1%*%*%3%3%1%

acc

9*143110-1712565417500 - 4,999    (2750.0)
5%*%1%1%1%1%-%2%3%1%1%7%4%1%

acc

5,000 - 49
-**--*-*-*--**,999          (27500.0)
-%*%*%-%-%*%-%*%-%*%-%-%*%*%

50,000 -
--------------499,999      (275000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

500,000 - 4
--------------,999,999    (2750000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------5m +        (5500000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't send
parcels /

15*4906426445674922223375331311559packets
9%1%50%29%39%47%60%45%47%46%52%20%11%47%

aaab

--------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

4718925515995145727975274515025+
28%50%9%25%23%11%5%13%15%11%7%41%44%13%

bbabacc

1523648315442493455972513914935292641Answered
196.52144.46112.3885.8576.4190.5520.02112.21166.5566.7753.10299.37208.42105.78Mean

acc
Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
Table 15  (continuation)                                                                                                                                                                        Page 165

QV2b. And on average, how many parcels and packets does your organisation send per month? Again please think ONLY about the packets and parcels you may send as an organisation.
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthMonthother main provider

DecNovOctJunMayAprMarFebJanDissatisfiedSatisfiedTOTAL

cbacbacba*baSignificance Level: 95%
141112144245956012317011041881200Unweighted total
145132120247975614116210061751200Weighted total

623740123352550764241044911-24             (12.5)
43%28%33%50%36%44%36%47%42%63%59%41%

bb

12813582555-256325 - 49          (37.0)
8%6%11%2%8%4%3%3%5%-%14%5%

c

57522*9822114050 - 99          (75.0)
4%5%4%1%2%*%7%5%2%37%7%3%

541552*21-824100 - 249       (175.0)
3%3%1%2%5%4%*%1%1%-%5%2%

12**2--2--47250 - 499       (375.0)
*%1%*%*%2%-%-%1%-%-%2%1%

23324--13-917500 - 4,999    (2750.0)
2%2%2%1%4%-%-%1%3%-%5%1%

c

5,000 - 49
-----*----**,999          (27500.0)
-%-%-%-%-%*%-%-%-%-%*%*%

50,000 -
------------499,999      (275000.0)
-%-%-%-%-%-%-%-%-%-%-%-%

500,000 - 4
------------,999,999    (2750000.0)
-%-%-%-%-%-%-%-%-%-%-%-%

------------5m +        (5500000.0)
-%-%-%-%-%-%-%-%-%-%-%-%

Don't send
parcels /

5872571114227766947-14559packets
40%55%48%45%43%47%54%42%48%-%8%47%

cb

------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%

2523231320514171025715025+
17%17%19%5%20%8%10%11%10%37%33%13%

ac

87606313655306594526161641Answered
102.92170.89155.2057.80235.55114.1723.7154.28152.9935.83209.84105.78Mean

c
Columns Tested: a,b - a,b,c - a,b,c - a,b,c
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QV2b. And on average, how many parcels and packets does your organisation send per month? Again please think ONLY about the packets and parcels you may send as an organisation.
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
408638696424144635134415933653Unweighted total
5542232343847981024832846737641Weighted total

299131816223550572717234326346Yes
54%59%57%48%56%74%51%56%57%54%27%63%70%54%

ccccccgjmccccccj

No - we do despatch
products to customers
but not using parcel

31-1*--1--3--6/packet post
1%6%-%3%1%-%-%1%-%-%3%-%-%1%

km

No - we don't despatch
products to our

24881417171346442015582511286customers
45%35%43%49%43%26%47%44%41%46%69%37%30%45%

hhabdefgh

ijklm

4-----2-1----4Don't know (DO NOT READ)
1%-%-%-%-%-%2%-%3%-%-%-%-%1%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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QV2c.  You mentioned that your business sends parcels and packets.  Is any of the parcel or packet post you send used for the fulfilment of customer orders for your products?
Base: All who send parcels and packets

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

baedcbag*fed*cbaSignificance Level: 95%
36428917934391064742392418646108643653Unweighted total
320322306718611225242044286944641Weighted total

183163142393329081471615615346Yes
57%51%45%29%46%51%54%40%32%72%38%18%82%33%54%

ddeadgadg

No - we do despatch
products to customers
but not using parcel

241***52-*1-*-6/packet post
1%1%3%3%6%1%1%1%-%*%1%-%*%-%1%

a

No - we don't despatch
products to our

1331531643927013417542571229286customers
42%48%52%68%48%48%44%59%68%26%58%82%18%67%45%

abbebebe

21----4--21---4Don't know (DO NOT READ)
1%*%-%-%-%-%1%-%-%1%3%-%-%-%1%

g
Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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QV2c.  You mentioned that your business sends parcels and packets.  Is any of the parcel or packet post you send used for the fulfilment of customer orders for your products?
Base: All who send parcels and packets

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*gfedcbacbaba*dcbaSignificance Level: 95%
23242559412228724932579249404245051257653Unweighted total
3121832901213462003558620044253243317641Weighted total

36102337641891621642016218422319169346Yes
100%49%54%71%41%53%55%81%46%24%81%42%43%73%44%53%54%

abccabaaab

No - we do despatch
products to customers
but not using parcel

-*--*3114*15--326/packet post
-%3%-%-%*%3%*%*%1%1%*%1%-%-%7%1%1%

aaa

No - we don't despatch
products to our

-68953521543718366372493921146286customers
-%47%46%29%59%43%44%19%52%76%19%56%57%27%49%46%45%

abddcbcbcc

-----12-4--4----4Don't know (DO NOT READ)
-%-%-%-%-%1%1%-%1%-%-%1%-%-%-%-%1%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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QV2c.  You mentioned that your business sends parcels and packets.  Is any of the parcel or packet post you send used for the fulfilment of customer orders for your products?
Base: All who send parcels and packets

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cbababa*e*dcbaSignificance Level: 95%
82623821355179056229264264492653Unweighted total
327036714949210154024244063491641Weighted total

31971461252218925624243758204346Yes
90%73%40%84%45%88%48%99%97%94%92%42%54%

aaaaa

No - we do despatch
products to customers
but not using parcel

-333333--*-66/packet post
-%1%1%2%1%3%1%-%-%*%-%1%1%

a

No - we don't despatch
products to our

*712152126510276*125278286customers
10%26%59%14%54%9%51%1%3%6%8%57%45%

bbbbc

--4-4-4----44Don't know (DO NOT READ)
-%-%1%-%1%-%1%-%-%-%-%1%1%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c
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QV2c.  You mentioned that your business sends parcels and packets.  Is any of the parcel or packet post you send used for the fulfilment of customer orders for your products?
Base: All who send parcels and packets

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
1066173323009342452247253518603461583231121294653Unweighted total

786003372866346418252222520578421549221120290641Weighted total

61320197--34621224911931029620827313464142346Yes
78%53%59%-%-%100%51%99%53%60%51%49%50%61%53%49%54%

abcabcdegabcga

No - we do despatch
products to customers
but not using parcel

353-6-2154555*-56/packet post
4%1%1%-%100%-%1%*%2%1%1%1%1%*%-%2%1%

abg

No - we don't despatch
products to our

13274133286--2033992032752082708356143286customers
17%46%39%100%-%-%49%1%44%39%48%49%49%37%47%49%45%

ccadfffdfdfdfc

-14---1--21-14--4Don't know (DO NOT READ)
-%*%1%-%-%-%*%-%-%*%*%-%*%2%-%-%1%

a
Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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QV2c.  You mentioned that your business sends parcels and packets.  Is any of the parcel or packet post you send used for the fulfilment of customer orders for your products?
Base: All who send parcels and packets

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbac*babaSignificance Level: 95%
584831081296264531642582643578636573847422504653Unweighted total
574571221166094422631568629548623570845388490641Weighted total

1724086713272382339312336300332302429188249346Yes
30%53%71%62%54%54%100%54%55%54%55%53%53%46%65%48%51%54%

cbc

No - we do despatch
products to customers
but not using parcel

411465-666655-1456/packet post
6%*%1%3%1%1%-%1%1%1%1%1%1%-%1%1%1%1%

abb

No - we don't despatch
products to our

342143540272195-282247283241283259515196235286customers
59%47%29%35%45%44%-%45%43%45%44%45%45%54%33%50%48%45%

aac

21--44-444144--114Don't know (DO NOT READ)
4%*%-%-%1%1%-%1%1%1%*%1%1%-%-%*%*%1%

ab

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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QV2c.  You mentioned that your business sends parcels and packets.  Is any of the parcel or packet post you send used for the fulfilment of customer orders for your products?
Base: All who send parcels and packets

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

bababababacbaSignificance Level: 95%
1574448615836506416122484055095587653Unweighted total
1523648315442493455972513914935292641Weighted total

96302578525261213251412052333574346Yes
63%83%53%55%60%53%47%55%56%52%47%67%80%54%

bcc

No - we do despatch
products to customers
but not using parcel

*-3333*5415-*6/packet post
*%-%1%2%6%1%1%1%2%*%1%-%*%1%

a

No - we don't despatch
products to our

5662206614227232631041822531716286customers
37%17%45%43%33%46%52%44%42%47%51%33%17%45%

aaba

--4--2-4121-24Don't know (DO NOT READ)
-%-%1%-%-%*%-%1%1%1%*%-%3%1%

c
Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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QV2c.  You mentioned that your business sends parcels and packets.  Is any of the parcel or packet post you send used for the fulfilment of customer orders for your products?
Base: All who send parcels and packets

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthMonthother main provider

DecNovOctJunMayAprMarFebJanDissatisfiedSatisfiedTOTAL

cbacbacba*baSignificance Level: 95%
784984133493457104654174653Unweighted total
87606313655306594526161641Weighted total

4238436033173649286111346Yes
49%63%69%44%60%58%55%52%54%97%68%54%

c

No - we do despatch
products to customers
but not using parcel

--*31-*1--*6/packet post
-%-%1%2%2%-%*%1%-%-%*%1%

No - we don't despatch
products to our

442020732112294423*51286customers
51%33%31%54%38%42%45%47%43%3%31%45%

ab

-2------1--4Don't know (DO NOT READ)
-%4%-%-%-%-%-%-%2%-%-%1%

Columns Tested: a,b - a,b,c - a,b,c - a,b,c
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QV2c.  You mentioned that your business sends parcels and packets.  Is any of the parcel or packet post you send used for the fulfilment of customer orders for your products?
Base: All who send parcels and packets

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkj*i*h*gf*e*d*cb*aSignificance Level: 95%
218334843252621322918143419342Unweighted total
299131816223550572717234326346Weighted total

1331222-52*-2-190-24%
4%22%5%13%8%5%-%9%9%1%-%4%-%5%

bkmm

13-*--2-51-5--1325-49%
4%-%2%-%-%5%-%9%4%-%23%-%-%4%

j

19111222-4*3152150-74%
7%4%5%3%11%5%5%-%15%1%12%3%18%6%

2489161417274747201713392128775-100%
83%74%88%83%81%76%95%82%72%98%55%92%82%83%

l

Don't know/can't
6----3----2--6remember
2%-%-%-%-%9%-%-%-%-%10%-%-%2%

293131816223250572717204326340Answered
87.3976.9690.1784.7384.9487.0895.5583.0180.8795.3372.1890.8291.7187.02Mean

l
Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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Parcels and packets for order fulfilment (WRITE IN:) (QV2d. Approximately what percentage of the parcels and packets you send are to fulfil customer orders)
Base: All who send parcels and packets to fulfill customer orders

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

bae*d*cbag*fe*d*cb*aSignificance Level: 95%
19115177918502658741361847013342Unweighted total
183163142393329081471615615346Weighted total

13611**174-36-41190-24%
7%4%10%36%11%5%5%5%-%2%35%-%8%6%5%

49*--*134-9-**-1325-49%
2%6%3%-%-%4%4%4%-%6%-%30%1%-%4%

1381-*12010261-*22150-74%
7%5%8%-%9%9%6%12%31%4%5%-%*%11%6%

be

15113611127276675129101501228775-100%
83%83%79%64%80%82%83%75%69%87%61%70%89%82%83%

gg

Don't know/can't
24----64----2-6remember
1%2%-%-%-%-%2%4%-%-%-%-%3%-%2%

ee

181159142393278681471615515340Answered
86.0788.0984.3564.5883.0288.4687.1385.8283.5389.0265.5579.3490.7080.1187.02Mean

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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Parcels and packets for order fulfilment (WRITE IN:) (QV2d. Approximately what percentage of the parcels and packets you send are to fulfil customer orders)
Base: All who send parcels and packets to fulfill customer orders
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Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*edcbacb*aba*dc*baSignificance Level: 95%
2152032445915717214723172170123127136342Unweighted total
36102337641891621642016218422319169346Weighted total

-*1136831413161124190-24%
-%6%7%3%9%9%4%2%9%6%2%9%29%3%10%2%5%

cb

---2345472410---91325-49%
-%-%-%10%7%6%3%2%5%10%2%5%-%-%-%5%4%

a

-**-25144152417*3*132150-74%
-%3%1%-%5%8%7%3%9%9%3%9%9%11%2%8%6%

cb

359172949160146127141461401181713928775-100%
100%91%92%76%79%77%84%91%77%66%91%76%62%76%88%82%83%

ba

Don't know/can't
---2--34-242-2-36remember
-%-%-%10%-%-%2%2%-%8%2%1%-%10%-%2%2%

abca

36102137641861581641915818322119166340Answered
100.0092.0992.1186.7883.4283.4587.3793.4481.6080.4493.4481.4868.6889.0988.2787.5687.02Mean

ba
Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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Parcels and packets for order fulfilment (WRITE IN:) (QV2d. Approximately what percentage of the parcels and packets you send are to fulfil customer orders)
Base: All who send parcels and packets to fulfill customer orders
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Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cbababa*e*dcbaSignificance Level: 95%
61811541102317826328223455203342Unweighted total
31971461252218925624243758204346Weighted total

-514316216-*-217190-24%
-%2%10%3%7%3%6%-%1%-%3%8%5%

b

-310-13-13--31101325-49%
-%2%7%-%6%-%5%-%-%7%2%5%4%

bbb

-148220-212-*3162150-74%
-%7%5%1%9%-%8%7%-%1%5%8%6%

bb

3171112118168852012223325115828775-100%
100%87%77%95%76%95%78%93%99%85%90%77%83%

aaaa

Don't know/can't
-422424--2-36remember
-%2%1%1%2%2%2%-%-%6%-%2%2%

31931441232178825224243558201340Answered
98.8691.0581.3694.1882.9394.9884.2395.3298.6193.2090.7582.5487.02Mean

aaaaa
Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c
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Parcels and packets for order fulfilment (WRITE IN:) (QV2d. Approximately what percentage of the parcels and packets you send are to fulfil customer orders)
Base: All who send parcels and packets to fulfill customer orders
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Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cba*c*bagfedcbacbaSignificance Level: 95%
79319189--34222624112830630422828713560143342Unweighted total
61320197--34621224911931029620827313464142346Weighted total

4178--191377141713174312190-24%
7%5%4%-%-%5%6%3%6%5%6%6%6%3%5%8%5%

31012--137591211885721325-49%
5%3%6%-%-%4%3%2%7%4%4%4%3%4%11%1%4%

afa

42014--21131882020162042152150-74%
7%6%7%-%-%6%6%7%6%7%7%8%7%3%4%10%6%

c

46267160--287178215912592421692221185211328775-100%
75%83%81%-%-%83%84%87%77%83%82%81%81%88%81%79%83%

ea

Don't know/can't
464--624466262-26remember
7%2%2%-%-%2%1%2%3%2%2%1%2%2%-%1%2%

b

57314193--34021024511530529020626813264140340Answered
84.6787.4886.29--87.0286.9690.5283.6087.8686.3385.4486.0891.7681.4584.7087.02Mean

abceab

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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Parcels and packets for order fulfilment (WRITE IN:) (QV2d. Approximately what percentage of the parcels and packets you send are to fulfil customer orders)
Base: All who send parcels and packets to fulfill customer orders

Produced by OLR
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Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*cbacba*fedcbac*babaSignificance Level: 95%
2124674823272341338311335304330290531207249342Unweighted total
1724086713272382339312336300332302429188249346Weighted total

115241913-191519151817-11015190-24%
8%6%2%6%6%6%-%6%5%6%5%5%6%-%4%5%6%5%

-112*137-13913121313--581325-49%
-%5%3%1%4%3%-%4%3%4%4%4%4%-%-%3%3%4%

217352116-202021212018-315142150-74%
9%7%4%8%6%7%-%6%6%6%7%6%6%-%11%8%6%6%

141927860268196228226127724627524842515420728775-100%
83%80%91%83%82%82%100%83%84%82%82%83%82%100%85%82%83%83%

b

Don't know/can't
-6-266-666666--466remember
-%2%-%2%2%2%-%2%2%2%2%2%2%-%-%2%2%2%

1723586703212322334306331294326297429184244340Answered
87.0985.3291.2787.9486.5987.26100.0087.0087.9286.7886.5686.9886.4192.8888.3286.8287.2387.02Mean

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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Parcels and packets for order fulfilment (WRITE IN:) (QV2d. Approximately what percentage of the parcels and packets you send are to fulfil customer orders)
Base: All who send parcels and packets to fulfill customer orders
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Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

baba*ba*babacbaSignificance Level: 95%
96362518423257233191352072343769342Unweighted total
96302578525261213251412052333574346Weighted total

11144-1631661316*2190-24%
1%3%6%5%-%6%15%5%4%6%7%1%3%5%

*-95-13*134911-31325-49%
*%-%3%6%-%5%2%4%3%4%5%-%4%4%

8115711621961517222150-74%
8%2%6%8%5%6%12%6%4%7%7%5%3%6%

8726218662021415272122165185336528775-100%
90%87%85%77%79%82%72%84%86%81%79%93%88%83%

c

Don't know/can't
-22442-6324-26remember
-%8%1%5%16%1%-%2%2%1%2%-%2%2%

bb

96282568121259213201382032293572340Answered
92.9292.4687.3885.4097.5685.6576.7687.6990.2684.8184.6394.3290.4887.02Mean

c
Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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Parcels and packets for order fulfilment (WRITE IN:) (QV2d. Approximately what percentage of the parcels and packets you send are to fulfil customer orders)
Base: All who send parcels and packets to fulfill customer orders
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Satisfaction with
MonthMonthMonthother main provider

DecNovOctJunMayAprMarFebJanDissatisfiedSatisfiedTOTAL

cbac*b*acba*baSignificance Level: 95%
3831415925233159353114342Unweighted total
4238436033173649286111346Weighted total

2-43**523-2190-24%
4%-%9%5%1%1%15%4%9%-%2%5%

--36---22-*1325-49%
-%-%6%10%-%-%-%5%8%-%*%4%

4136313**-82150-74%
10%4%7%10%9%3%8%1%1%-%7%6%

363631433017274223610028775-100%
86%96%72%72%90%96%77%87%82%100%91%83%

a

Don't know/can't
--22---2---6remember
-%-%5%3%-%-%-%3%-%-%-%2%

4238415833173647286111340Answered
87.7596.1282.0982.2692.1897.4779.7990.0782.2698.1192.5187.02Mean

a
Columns Tested: a,b - a,b,c - a,b,c - a,b,c
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Parcels and packets for order fulfilment (WRITE IN:) (QV2d. Approximately what percentage of the parcels and packets you send are to fulfil customer orders)
Base: All who send parcels and packets to fulfill customer orders
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GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
734143167156827882106907164100611200Unweighted total

103250615784931821888670134123721200Weighted total

88345514869801491667562107114601027Royal Mail
86%89%84%85%83%86%82%88%87%89%80%93%84%86%

cgikm

232397162130571918252916252UPS
22%7%16%13%20%23%17%30%22%25%19%24%22%21%

jklllllgjklljlljll

1949151116234034161628138229Parcelforce
19%18%25%19%19%24%22%18%18%23%21%11%11%19%

ababbb

20389917162343157372816229DHL
20%16%16%15%20%17%13%23%18%10%28%23%22%19%

dddgjkldd

1195751614151388211410136TNT
12%10%11%9%19%15%8%7%9%11%16%11%14%11%

fj

1182351015163111417105127Hermes
11%4%5%9%12%16%9%16%12%6%13%8%7%11%

klklkldklklkl

11661416520338101066127DPD
11%11%2%7%20%5%11%18%9%15%8%5%9%11%

kkbchjkmkbhjkkbkk

1152549815299522413127FedEx
11%3%8%8%11%9%8%15%10%8%17%3%18%11%

blblbjllblbjkl

10548631331168105810124Yodel
10%9%13%11%4%14%17%9%9%15%4%7%14%10%

iibcicii

882421269810810131296TNT Express
9%3%7%4%14%7%5%4%12%11%7%10%17%8%

lfjljlllfgjklm

63131398164857468UK Mail
6%3%5%2%4%10%4%8%4%11%4%6%5%6%

jjljjl

Secured Mail (previously
461212*15131127349City Link Post)

4%1%3%2%3%*%8%7%1%2%2%5%4%4%

ehjlhjlh

Interlink / Interlink
381114551221-5341Express / Direct

4%2%2%2%4%5%3%7%3%2%-%4%4%3%

cj

23-1-4-734-*5*23APC
2%-%1%-%5%-%4%1%5%-%*%4%*%2%

jljljljl

Whistl (Previously known
16*-2-*522123-18as TNT Post)

2%1%-%3%-%*%3%1%2%2%2%3%-%2%

kkk
Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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QV3. Thinking about mail services, which providers can you think of?
Base: All respondents



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
734143167156827882106907164100611200Unweighted total

103250615784931821888670134123721200Weighted total

1111**-*2*15*214DX
1%3%1%1%*%-%*%1%*%2%4%*%2%1%

11---132---2-111Business Post
1%-%-%-%2%4%1%-%-%-%2%-%2%1%

jkl

9-1*1-**2-3-210Parcels to go
1%-%1%1%1%-%*%*%3%-%2%-%2%1%

l

5-**1-----2-16Collect Plus
*%-%1%1%1%-%-%-%-%-%2%-%2%*%

4-*1----2--*26Tuffnels
*%-%1%2%-%-%-%-%3%-%-%*%2%*%

lm

-4-----------4Fastway Couriers
-%8%-%-%-%-%-%-%-%-%-%-%-%*%

abcdefgh

ijkm

2-*-------2--2Pitney Bowes
*%-%*%-%-%-%-%-%-%-%2%-%-%*%

m

2-**-------2-2UK / British Mail
*%-%*%1%-%-%-%-%-%-%-%1%-%*%

m

2-----------22Freight - Better / Night
*%-%-%-%-%-%-%-%-%-%-%-%2%*%

m

1--*----1----1First Post
*%-%-%*%-%-%-%-%1%-%-%-%-%*%

m

1---1--------1Lynx
*%-%-%-%1%-%-%-%-%-%-%-%-%*%

m

---1---------1AJG Parcels
-%-%-%2%-%-%-%-%-%-%-%-%-%*%

m

1--*--*--*-*-1Interparcel
*%-%-%*%-%-%*%-%-%*%-%*%-%*%

--1----------1Priority Express
-%-%1%-%-%-%-%-%-%-%-%-%-%*%

m

--*----------*Local Courier
-%-%1%-%-%-%-%-%-%-%-%-%-%*%

m

---*---------*Legal Post
-%-%-%*%-%-%-%-%-%-%-%-%-%*%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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QV3. Thinking about mail services, which providers can you think of?
Base: All respondents



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
734143167156827882106907164100611200Unweighted total

103250615784931821888670134123721200Weighted total

MHI (Mail Handling
--------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Eagle Couriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------One Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Wey Group International
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------ENC
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fast Track
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Neo Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Euro
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Global Mailing
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Haynes
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Parcel Line
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Coopers Carriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------DHS
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Securicor
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

9-*-1--3--5--9None
1%-%1%-%1%-%-%1%-%-%4%-%-%1%

jlm

1-*--------1-2Don't know
*%-%1%-%-%-%-%-%-%-%-%1%-%*%

102864129171015417117120Other answers
10%16%10%6%15%9%9%5%17%6%13%9%9%10%

dfjmfjdfjm

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
Table 18  (continuation)                                                                                                                                                                        Page 185

QV3. Thinking about mail services, which providers can you think of?
Base: All respondents
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UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

baedcbagfed*cbaSignificance Level: 95%
68551529250581849084865428095161161191200Unweighted total
62357748893011524625930989161031191200Weighted total

520507406825988400512627913831041027Royal Mail
83%88%83%77%82%84%86%87%86%85%88%79%81%87%86%

b

1291249325243886742082915252UPS
21%21%19%32%17%16%21%19%11%24%22%51%28%12%21%

beafafg

124105112362197312821841121229Parcelforce
20%18%23%23%30%20%19%16%20%27%20%27%10%17%19%

aabgb

101128113352181091051139209229DHL
16%22%23%35%27%18%19%24%18%17%15%54%20%7%19%

babaeaaa

607672141295373693156136TNT
10%13%14%18%14%13%11%11%12%12%10%17%14%5%11%

baaa

567241*3124457515776127Hermes
9%12%7%8%3%9%11%10%12%16%6%41%6%5%11%

abdg

59684*13123467271052210127DPD
9%12%9%5%6%11%11%10%12%9%11%32%21%8%11%

adeg

567171231204183553247127FedEx
9%12%14%17%21%12%10%9%13%11%6%17%23%5%11%

aadeg

67575*141184263316-716124Yodel
11%10%11%5%11%13%10%9%11%11%19%-%7%14%10%

bg

4353411292402246113796TNT Express
7%9%9%17%12%5%8%9%4%8%7%5%12%6%8%

ab

2939411264202323-8*68UK Mail
5%7%8%10%10%7%6%4%4%10%3%-%7%*%6%

aadga

Secured Mail (previously
25241-11482145*32749City Link Post)

4%4%3%-%6%2%4%5%7%2%*%17%2%6%4%

edede

Interlink / Interlink
2119****407-21*-11141Express / Direct

3%3%1%1%2%1%3%2%-%7%*%-%11%1%3%

beadgadfg

11131**1226-5*16223APC
2%2%3%2%2%3%2%1%-%2%*%7%6%1%2%

deg

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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QV3. Thinking about mail services, which providers can you think of?
Base: All respondents
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UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

baedcbagfed*cbaSignificance Level: 95%
68551529250581849084865428095161161191200Unweighted total
62357748893011524625930989161031191200Weighted total

Whistl (Previously known
1261-**186*61-1318as TNT Post)

2%1%1%-%2%1%2%1%1%2%2%-%1%3%2%

5911**13517--2-14DX
1%2%3%7%2%1%1%1%1%2%-%-%2%-%1%

ab

29*--*1172-2---11Business Post
*%1%1%-%-%1%1%1%4%-%2%-%-%-%1%

beabee

461--19-37--**10Parcels to go
1%1%2%-%-%2%1%-%5%2%-%-%*%*%1%

dgg

33----63-3----6Collect Plus
*%*%-%-%-%-%1%1%-%1%-%-%-%-%*%

33***-51-3--1*6Tuffnels
*%*%1%2%2%-%*%*%-%1%-%-%1%*%*%

bb

31----4*-1**1-4Fastway Couriers
*%*%-%-%-%-%*%*%-%*%*%3%1%-%*%

g

*2*-*-2*-2----2Pitney Bowes
*%*%*%-%1%-%*%*%-%1%-%-%-%-%*%

*2*--*22------2UK / British Mail
*%*%*%-%-%*%*%*%-%-%-%-%-%-%*%

2-----2-------2Freight - Better / Night
*%-%-%-%-%-%*%-%-%-%-%-%-%-%*%

1-*-*-1*-1----1First Post
*%-%*%-%1%-%*%*%-%*%-%-%-%-%*%

1-----1------11Lynx
*%-%-%-%-%-%*%-%-%-%-%-%-%1%*%

g

1-*--*1***----1AJG Parcels
*%-%*%-%-%*%*%*%1%*%-%-%-%-%*%

1*1-*1-*-1----1Interparcel
*%*%2%-%2%2%-%*%-%*%-%-%-%-%*%

aaa

***--***----*-1Priority Express
*%*%*%-%-%*%*%*%-%-%-%-%*%-%*%

*-----*---*---*Local Courier
*%-%-%-%-%-%*%-%-%-%*%-%-%-%*%

*-*-*--*------*Legal Post
*%-%*%-%1%-%-%*%-%-%-%-%-%-%*%

a
Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Produced by OLR
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Issue date: 18/01/16
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QV3. Thinking about mail services, which providers can you think of?
Base: All respondents



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

baedcbagfed*cbaSignificance Level: 95%
68551529250581849084865428095161161191200Unweighted total
62357748893011524625930989161031191200Weighted total

MHI (Mail Handling
---------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Eagle Couriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------One Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Wey Group International
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------ENC
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fast Track
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Neo Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Euro
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Global Mailing
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Haynes
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Parcel Line
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Coopers Carriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------DHS
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Securicor
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

45----96--3---9None
1%1%-%-%-%-%1%1%-%-%3%-%-%-%1%

ee

1*----2*-1----2Don't know
*%*%-%-%-%-%*%*%-%*%-%-%-%-%*%

64564113115462211211615120Other answers
10%10%9%10%7%10%10%10%3%7%13%9%15%13%10%

fef

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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QV3. Thinking about mail services, which providers can you think of?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*gfedcbacbaba*dcbaSignificance Level: 95%
24362971472236063085893033088922985744791200Unweighted total
3163460142212712240622338240960564575801200Weighted total

3153251119176612198527302198829548545101027Royal Mail
100%94%92%85%84%83%86%83%85%89%83%86%91%75%93%88%86%

ccc

-571224451486913251691831169119252UPS
-%32%22%19%17%21%21%29%21%15%29%19%25%25%15%20%21%

cabaa

-86626461326611845661641139117229Parcelforce
-%48%19%10%18%21%19%27%19%13%27%17%14%20%15%20%19%

abcdeddabaa

-561122461345511558551742219109229DHL
-%30%17%18%15%22%19%23%19%17%23%18%38%33%17%19%19%

cab

-348132086446131449217967136TNT
-%15%13%13%9%9%12%18%10%9%18%10%25%12%16%12%11%

aba

-144141981436322438415471127Hermes
-%5%12%6%10%9%11%18%10%6%18%9%10%7%6%12%11%

aba

-14592479396919398813767127DPD
-%3%12%8%6%11%11%16%11%6%16%9%15%5%11%12%11%

abaa

-22121013804174124185110460127FedEx
-%10%5%19%7%6%11%17%12%3%17%9%12%16%6%10%11%

abcebabaa

-1255248523623823101*5164124Yodel
-%8%6%8%4%11%12%10%10%11%10%10%4%7%2%11%10%

ccb

3*35587140352040551894296TNT Express
100%2%8%7%4%4%10%17%6%6%17%6%16%13%15%7%8%

bcabaa

34268103130261230381842268UK Mail
100%24%7%10%6%5%4%12%4%4%12%4%11%12%7%4%6%

abcdeaabaa

Secured Mail (previously
-*22363791823941*-13249City Link Post)
-%1%6%3%2%3%5%4%3%7%4%4%2%-%1%5%4%

bc

Interlink / Interlink
---141020251052515*251741Express / Direct
-%-%-%2%3%5%3%11%2%2%11%2%2%3%9%3%3%

abaa

---32213167-167-*-723APC
-%-%-%6%2%1%2%7%1%-%7%1%-%1%-%1%2%

ababa

Whistl (Previously known
--**4211711*7111321218as TNT Post)
-%-%1%1%3%1%2%3%2%*%3%1%11%4%3%2%2%

aaa
Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
Produced by OLR
OFC1885
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QV3. Thinking about mail services, which providers can you think of?
Base: All respondents



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*gfedcbacbaba*dcbaSignificance Level: 95%
24362971472236063085893033088922985744791200Unweighted total
3163460142212712240622338240960564575801200Weighted total

-12*51468-68**1514DX
-%7%7%*%4%*%1%3%1%-%3%1%4%1%2%1%1%

abdabdabaaa

----32745147-*-411Business Post
-%-%-%-%2%1%1%2%1%*%2%1%-%*%-%1%1%

--*--3555-55-*-610Parcels to go
-%-%1%-%-%1%1%2%1%-%2%1%-%1%-%1%1%

aa

-*21--241*42--*36Collect Plus
-%3%7%2%-%-%*%2%*%*%2%*%-%-%1%1%*%

abcabcababa

--*-**431132*--46Tuffnels
-%-%1%-%*%*%1%1%*%*%1%*%4%-%-%1%*%

ba

---***222*22-**24Fastway Couriers
-%-%-%1%*%*%*%1%*%*%1%*%-%1%1%*%*%

--*---2*2-*2-2--2Pitney Bowes
-%-%*%-%-%-%*%*%*%-%*%*%-%4%-%-%*%

a

-*----22*-2*-2--2UK / British Mail
-%1%-%-%-%-%*%1%*%-%1%*%-%3%-%-%*%

aa

------2-2--2----2Freight - Better / Night
-%-%-%-%-%-%*%-%*%-%-%*%-%-%-%-%*%

----*-1-*1-1----1First Post
-%-%-%-%*%-%*%-%*%*%-%*%-%-%-%-%*%

-----1--1--1----1Lynx
-%-%-%-%-%1%-%-%*%-%-%*%-%-%-%-%*%

---***--1--1--*-1AJG Parcels
-%-%-%1%*%*%-%-%*%-%-%*%-%-%1%-%*%

a

-*---**1*-1*-*-*1Interparcel
-%1%-%-%-%*%*%*%*%-%*%*%-%1%-%*%*%

a

-----****-**--*-1Priority Express
-%-%-%-%-%*%*%*%*%-%*%*%-%-%1%-%*%

----*--*--*----**Local Courier
-%-%-%-%*%-%-%*%-%-%*%-%-%-%-%*%*%

----*---*--*----*Legal Post
-%-%-%-%*%-%-%-%*%-%-%*%-%-%-%-%*%

MHI (Mail Handling
-----------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Produced by OLR
OFC1885
Issue date: 18/01/16
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QV3. Thinking about mail services, which providers can you think of?
Base: All respondents



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*gfedcbacbaba*dcbaSignificance Level: 95%
24362971472236063085893033088922985744791200Unweighted total
3163460142212712240622338240960564575801200Weighted total

-----------------Eagle Couriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------One Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Wey Group International
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------ENC
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fast Track
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Neo Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Euro
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Global Mailing
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Haynes
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Parcel Line
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Coopers Carriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------DHS
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Securicor
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----24324227---99None
-%-%-%-%2%2%*%1%1%1%1%1%-%-%-%1%1%

a

------1--2-2---12Don't know
-%-%-%-%-%-%*%-%-%1%-%*%-%-%-%*%*%

-*55152565424731427814949120Other answers
-%2%15%8%10%12%9%17%8%9%17%8%14%7%16%8%10%

fabaa
Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
Table 18  (continuation)                                                                                                                                                                        Page 191

QV3. Thinking about mail services, which providers can you think of?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cbababa*e*dcbaSignificance Level: 95%
142749111421057981101292642644921200Unweighted total

828690615310461071092242440634911200Weighted total

423678712090681946212233494151027Royal Mail
49%82%87%79%87%76%87%89%88%83%79%85%86%

bb

2101149661864820412101719112252UPS
31%35%16%43%18%45%19%49%42%43%30%23%21%

aaaa

279149381922420575818125229Parcelforce
27%28%16%25%18%23%19%28%20%20%29%25%19%

a

276151431852720186109114229DHL
27%27%17%28%18%26%18%35%23%26%15%23%19%

aa

150852311317119767858136TNT
12%18%9%15%11%16%11%29%26%17%12%12%11%

a

*70563295271004751461127Hermes
6%25%6%21%9%26%9%18%27%14%23%13%11%

aaaa

*43832898201066116950127DPD
6%15%9%18%9%19%10%23%44%14%15%10%11%

aaa

254703493299776131354127FedEx
27%19%8%22%9%27%9%30%25%32%21%11%11%

aaaaa

231911411081161121252124Yodel
22%11%10%9%10%7%11%5%3%5%19%10%10%

ac

1454932642571437153696TNT Express
19%16%5%21%6%23%7%18%11%17%24%7%8%

aaaaa

231351651145484552368UK Mail
26%11%4%11%5%13%5%32%16%12%8%5%6%

aaaa

Secured Mail (previously
-1040247247--123049City Link Post)
-%3%4%2%4%2%4%-%-%4%4%6%4%

Interlink / Interlink
1271216251228410711241Express / Direct

19%9%1%10%2%12%3%18%39%17%2%3%3%

aaaab

*2131761310*4261123APC
3%7%*%11%1%12%1%1%15%5%10%2%2%

aaaa

Whistl (Previously known
-910712316212-918as TNT Post)
-%3%1%4%1%3%1%10%5%6%-%2%2%

aa
Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c
Produced by OLR
OFC1885
Issue date: 18/01/16
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QV3. Thinking about mail services, which providers can you think of?
Base: All respondents



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cbababa*e*dcbaSignificance Level: 95%
142749111421057981101292642644921200Unweighted total

828690615310461071092242440634911200Weighted total

*86410311--*2814DX
3%3%1%2%1%3%1%-%-%1%3%2%1%

a

-292929--2-311Business Post
-%1%1%1%1%2%1%-%-%6%-%1%1%

a

-92464621-1610Parcels to go
-%3%*%2%1%3%1%8%5%-%2%1%1%

aaa

-24-6-6--1-*6Collect Plus
-%1%*%-%1%-%1%-%-%3%-%*%*%

a

-333333---326Tuffnels
-%1%*%2%*%3%*%-%-%-%4%*%*%

aaa

*121213--1*24Fastway Couriers
6%*%*%1%*%1%*%-%-%2%1%*%*%

2--2-2----*-2Pitney Bowes
32%-%-%2%-%2%-%-%-%-%*%-%*%

aa

--2-2-22--**2UK / British Mail
-%-%*%-%*%-%*%7%-%-%*%*%*%

-2-2--2----22Freight - Better / Night
-%1%-%1%-%-%*%-%-%-%-%*%*%

aa

-*1-1-1----*1First Post
-%*%*%-%*%-%*%-%-%-%-%*%*%

--1-1-1-----1Lynx
-%-%*%-%*%-%*%-%-%-%-%-%*%

--1-1-1----*1AJG Parcels
-%-%*%-%*%-%*%-%-%-%-%*%*%

*1-1-1**-***1Interparcel
3%*%-%1%-%1%*%2%-%*%*%*%*%

aa

-******-*---1Priority Express
-%*%*%*%*%*%*%-%*%-%-%-%*%

-*--*-*----**Local Courier
-%*%-%-%*%-%*%-%-%-%-%*%*%

-*--*-*----**Legal Post
-%*%-%-%*%-%*%-%-%-%-%*%*%

MHI (Mail Handling
-------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Produced by OLR
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QV3. Thinking about mail services, which providers can you think of?
Base: All respondents



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cbababa*e*dcbaSignificance Level: 95%
142749111421057981101292642644921200Unweighted total

828690615310461071092242440634911200Weighted total

-------------Eagle Couriers
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------One Post
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Wey Group International
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------ENC
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fast Track
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Neo Post
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Euro
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Global Mailing
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Haynes
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Parcel Line
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Coopers Carriers
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------DHS
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Securicor
-%-%-%-%-%-%-%-%-%-%-%-%-%

--9-9-9---239None
-%-%1%-%1%-%1%-%-%-%4%1%1%

a

--2-2-2-----2Don't know
-%-%*%-%*%-%*%-%-%-%-%-%*%

153653881269334101160120Other answers
12%19%7%25%8%24%9%14%17%25%18%12%10%

aaaa
Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c
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QV3. Thinking about mail services, which providers can you think of?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
13311374213009342819259398523113273511043422066431200Unweighted total
10111324172866346788266361522111567010823252196431200Weighted total

8797535524462866622213134499555819292861755531027Royal Mail
86%86%85%85%97%83%84%83%87%86%86%87%86%88%80%86%86%

bb

3523411953*11516498761382211362166552132252UPS
34%21%29%19%3%33%21%37%21%27%20%20%20%20%24%21%21%

bbcabcdegabcg

2321810672*8914663661342091381996946114229Parcelforce
23%19%25%25%4%26%19%24%18%26%19%21%18%21%21%18%19%

baabceg

29218997117614663671172111322095638131229DHL
29%19%24%25%23%22%19%24%19%22%19%20%19%17%17%20%19%

b

1612143321539143376011364110312380136TNT
16%11%10%11%15%15%12%16%10%12%10%10%10%10%11%12%11%

abceg

121156033-59774732821037489362762127Hermes
12%10%15%11%-%17%10%18%9%16%9%11%8%11%12%10%11%

bcabcegabcega

171165927-537741356111166104352269127DPD
17%10%14%9%-%15%10%15%10%12%10%10%10%11%10%11%11%

bbcabceg

3111571261678354248111171106392266127FedEx
30%10%17%9%10%19%11%20%7%16%10%11%10%12%10%10%11%

abbceabcegabcegee

71124331-3586303048108559937779124Yodel
7%10%10%11%-%10%11%11%8%9%10%8%9%12%3%12%10%

bb

2095448*567347265890538321195796TNT Express
20%8%10%3%6%16%9%18%7%11%8%8%8%6%8%9%8%

abcabcdegace

16663371365028154063435625172568UK Mail
16%6%8%3%10%10%6%10%4%8%6%6%5%8%8%4%6%

abcabcegeaa

Secured Mail (previously
1491825-9306192449284911122449City Link Post)
1%4%4%9%-%2%4%2%5%5%4%4%5%3%6%4%4%

a

Interlink / Interlink
1241252-32212693234223017111341Express / Direct
11%4%6%1%-%9%3%10%2%6%3%3%3%5%5%2%3%

abbcabcegabcegaa

319121-222019919191118105923APC
3%2%3%*%-%6%2%7%3%4%2%2%2%3%2%1%2%

cabcdegabc

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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QV3. Thinking about mail services, which providers can you think of?
Base: All respondents



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
13311374213009342819259398523113273511043422066431200Unweighted total
10111324172866346788266361522111567010823252196431200Weighted total

Whistl (Previously known
31897-8128113161216113418as TNT Post)
3%2%2%2%-%2%1%3%*%2%1%2%1%3%1%1%2%

eeea

61467-3123781491422914DX
6%1%2%2%-%1%1%1%2%1%1%1%1%1%1%1%1%

ab

-1141-49235114112-911Business Post
-%1%1%*%-%1%1%1%1%1%1%1%1%1%-%1%1%

1863-7573106367*310Parcels to go
1%1%1%1%-%2%1%3%1%2%1%*%1%2%*%*%1%

abcgabcga

16---222326662226Collect Plus
1%1%-%-%-%*%*%1%1%*%1%1%1%1%1%*%*%

a

263*-424244341226Tuffnels
2%1%1%*%-%1%*%2%*%1%*%*%*%*%1%*%*%

acg

243--42413414*134Fastway Couriers
2%*%1%-%-%1%*%1%*%1%*%*%*%*%*%*%*%

babcg

-2-*--*-**222*2-2Pitney Bowes
-%*%-%*%-%-%*%-%*%*%*%*%*%*%1%-%*%

a

-22*-212*21112-*2UK / British Mail
-%*%1%*%-%1%*%1%*%*%*%*%*%1%-%*%*%

ac

-2---2222-2-2--22Freight - Better / Night
-%*%-%-%-%*%*%1%*%-%*%-%*%-%-%*%*%

b

-11--*1*1*1*1--11First Post
-%*%*%-%-%*%*%*%*%*%*%*%*%-%-%*%*%

-11---1---111--11Lynx
-%*%*%-%-%-%*%-%-%-%*%*%*%-%-%*%*%

-11*--1-*-1*1*-11AJG Parcels
-%*%*%*%-%-%*%-%*%-%*%*%*%*%-%*%*%

-11*-1*1-1111***1Interparcel
-%*%*%*%-%*%*%*%-%*%*%*%*%*%*%*%*%

-1*--*--**1*1*-*1Priority Express
-%*%*%-%-%*%-%-%*%*%*%*%*%*%-%*%*%

-**--*********--*Local Courier
-%*%*%-%-%*%*%*%*%*%*%*%*%*%-%-%*%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Produced by OLR
OFC1885
Issue date: 18/01/16
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QV3. Thinking about mail services, which providers can you think of?
Base: All respondents



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
13311374213009342819259398523113273511043422066431200Unweighted total
10111324172866346788266361522111567010823252196431200Weighted total

-*---***-****--**Legal Post
-%*%-%-%-%*%*%*%-%*%*%*%*%-%-%*%*%

MHI (Mail Handling
-----------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Eagle Couriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------One Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Wey Group International
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------ENC
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fast Track
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Neo Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Euro
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Global Mailing
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Haynes
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Parcel Line
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Coopers Carriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------DHS
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Securicor
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-923-27-229693249None
-%1%1%1%-%1%1%-%1%*%1%1%1%1%1%1%1%

-1----1---1-1--22Don't know
-%*%-%-%-%-%*%-%-%-%*%-%*%-%-%*%*%

1411658323526847457111263110332659120Other answers
14%10%14%11%55%15%9%18%12%14%10%9%10%10%12%9%10%

babcggabcg

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Produced by OLR
OFC1885
Issue date: 18/01/16
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QV3. Thinking about mail services, which providers can you think of?
Base: All respondents



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbac*babaSignificance Level: 95%
116931149183115572141169946117610171166108316667749011200Unweighted total
11891216516711497056117093311749861165109317627398831200Weighted total

10278613414498461361000794100584599794315536497601027Royal Mail
87%86%81%86%86%87%100%85%85%86%86%86%86%86%86%88%86%86%

1619143672451693249212247208244219318149187252UPS
13%21%26%40%21%24%44%21%23%21%21%21%20%16%30%20%21%21%

cab

1517734412171435222189217188216211312129177229Parcelforce
13%19%21%25%19%20%79%19%20%18%19%19%19%18%20%17%20%19%

221664050223146*227191224187224202-17137177229DHL
19%18%24%30%19%21%2%19%20%19%19%19%18%-%28%19%20%19%

ab

4108242112682-132109131106128125*99398136TNT
4%12%15%13%11%12%-%11%12%11%11%11%11%3%15%13%11%11%

cc

587351711671-12510211897117111*86784127Hermes
4%10%21%10%10%10%-%11%11%10%10%10%10%1%13%9%10%11%

bc

596232511982-12510511996119118347396127DPD
5%10%14%15%10%12%-%11%11%10%10%10%11%16%7%10%11%11%

cc

794224212195-124117122103121112456491127FedEx
6%10%13%25%11%14%-%11%13%10%10%10%10%24%8%9%10%11%

ab

996171011767-1229411588115109557976124Yodel
7%11%10%6%10%10%-%10%10%10%9%10%10%27%8%11%9%10%

76920179559-967595869578210646896TNT Express
6%8%12%10%8%8%-%8%8%8%9%8%7%11%16%9%8%8%

c

54617186542-676368626757*8444668UK Mail
4%5%11%11%6%6%-%6%7%6%6%6%5%3%13%6%5%6%

bcabc

Secured Mail (previously
-445*4937-494247364648-2303849City Link Post)
-%5%3%*%4%5%-%4%5%4%4%4%4%-%3%4%4%4%

ccc

Interlink / Interlink
4271084028-41394030403412252041Express / Direct
3%3%6%5%4%4%-%3%4%3%3%3%3%9%3%3%2%3%

*121152215-232222202223-*151023APC
*%1%6%3%2%2%-%2%2%2%2%2%2%-%1%2%1%2%

bc

Whistl (Previously known
*1714186-161018141815-4101318as TNT Post)
*%2%1%2%2%1%-%1%1%2%1%2%1%-%6%1%1%2%

c
Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Produced by OLR
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QV3. Thinking about mail services, which providers can you think of?
Base: All respondents



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbac*babaSignificance Level: 95%
116931149183115572141169946117610171166108316667749011200Unweighted total
11891216516711497056117093311749861165109317627398831200Weighted total

*11361412-141114141413-1101114DX
*%1%2%4%1%2%-%1%1%1%1%1%1%-%2%1%1%1%

b

272*117-1171111118-16911Business Post
2%1%1%*%1%1%-%1%1%1%1%1%1%-%2%1%1%1%

-641107-10101071010*-4610Parcels to go
-%1%3%*%1%1%-%1%1%1%1%1%1%3%-%1%1%1%

b

-42141-646466--656Collect Plus
-%*%1%1%*%*%-%1%*%1%*%1%1%-%-%1%1%*%

14-263-636356--336Tuffnels
1%*%-%1%*%*%-%*%*%*%*%*%1%-%-%*%*%*%

-31142-444442-1324Fastway Couriers
-%*%1%1%*%*%-%*%*%*%*%*%*%-%1%*%*%*%

c

-2*-2--22222-----2Pitney Bowes
-%*%*%-%*%-%-%*%*%*%*%*%-%-%-%-%-%*%

*2*-22-222222--*22UK / British Mail
*%*%*%-%*%*%-%*%*%*%*%*%*%-%-%*%*%*%

-2--22-222222--2-2Freight - Better / Night
-%*%-%-%*%*%-%*%*%*%*%*%*%-%-%*%-%*%

-1--11-111111--*11First Post
-%*%-%-%*%*%-%*%*%*%*%*%*%-%-%*%*%*%

-1--11-111111--111Lynx
-%*%-%-%*%*%-%*%*%*%*%*%*%-%-%*%*%*%

-1**11-111111--111AJG Parcels
-%*%*%*%*%*%-%*%*%*%*%*%*%-%-%*%*%*%

***111-111111--**1Interparcel
*%*%*%*%*%*%-%*%*%*%*%*%*%-%-%*%*%*%

-1--11-111111--111Priority Express
-%*%-%-%*%*%-%*%*%*%*%*%*%-%-%*%*%*%

-*-***-******---**Local Courier
-%*%-%*%*%*%-%*%*%*%*%*%*%-%-%-%*%*%

-*--*--******--***Legal Post
-%*%-%-%*%-%-%*%*%*%*%*%*%-%-%*%*%*%

MHI (Mail Handling
------------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Eagle Couriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Produced by OLR
OFC1885
Issue date: 18/01/16
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QV3. Thinking about mail services, which providers can you think of?
Base: All respondents



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbac*babaSignificance Level: 95%
116931149183115572141169946117610171166108316667749011200Unweighted total
11891216516711497056117093311749861165109317627398831200Weighted total

------------------One Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Wey Group International
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------ENC
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Fast Track
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Neo Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Euro
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Global Mailing
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Haynes
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Parcel Line
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Coopers Carriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------DHS
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Securicor
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-63-74-749799--189None
-%1%2%-%1%1%-%1%*%1%1%1%1%-%-%*%1%1%

b

-2--2--221112---12Don't know
-%*%-%-%*%-%-%*%*%*%*%*%*%-%-%-%*%*%

1283251911477-11810011699115109-38174120Other answers
10%9%15%11%10%11%-%10%11%10%10%10%10%-%5%11%8%10%

b
Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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QV3. Thinking about mail services, which providers can you think of?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

bababababacbaSignificance Level: 95%
1714596222359960941106480720102967991200Unweighted total
167379742186893811110894737271026651031200Weighted total

13130834189637969892940961888356831027Royal Mail
79%81%86%87%93%85%88%85%87%85%86%86%81%86%

55141965316195162361011521932134252UPS
33%38%20%25%24%21%15%22%21%21%19%33%33%21%

cc

52818938819219210851441812127229Parcelforce
31%21%19%18%12%20%17%19%18%20%18%32%26%19%

cc

459178491517313216741541821033229DHL
27%25%18%22%22%18%11%20%16%21%18%15%32%19%

bbbc

328117188107151215383101828136TNT
19%21%12%8%11%11%13%11%11%11%10%12%27%11%

bc

4914913689971205573831825127Hermes
29%38%9%16%12%11%6%11%12%10%8%28%24%11%

bcc

156933391042125547393925127DPD
9%15%10%15%14%11%2%11%11%10%9%14%24%11%

bbc

3399430119141224879921222127FedEx
20%26%10%14%17%10%4%11%10%11%9%19%21%11%

bcc

22310221710381164975971710124Yodel
13%8%10%9%10%11%7%11%10%10%9%26%10%10%

ac

176702436719530666962096TNT Express
10%17%7%11%4%7%1%9%6%9%7%10%20%8%

bbc

203579*5026628404691168UK Mail
12%7%6%4%*%5%1%6%6%5%4%15%11%6%

cc

Secured Mail (previously
5237122428412327411749City Link Post)
3%7%4%5%2%5%7%4%5%4%4%2%7%4%

Interlink / Interlink
1062613*29-4121192251341Express / Direct

6%15%3%6%1%3%-%4%4%3%2%8%13%3%

bcc

331410317-2371617-723APC
2%8%1%4%4%2%-%2%2%2%2%-%7%2%

bbbc

Whistl (Previously known
42153*10316999*918as TNT Post)
3%5%2%1%*%1%2%1%2%1%1%1%9%2%

bc

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
Produced by OLR
OFC1885
Issue date: 18/01/16

Ofcom; Business Postal Tracker
Table 18  (continuation)                                                                                                                                                                        Page 201

QV3. Thinking about mail services, which providers can you think of?
Base: All respondents



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

bababababacbaSignificance Level: 95%
1714596222359960941106480720102967991200Unweighted total
167379742186893811110894737271026651031200Weighted total

5113*-10-1441010*314DX
3%4%1%*%-%1%-%1%1%1%1%1%3%1%

*-7427-111992-11Business Post
*%-%1%2%3%1%-%1%*%1%1%4%-%1%

ac

4-55-5-104662310Parcels to go
2%-%1%2%-%1%-%1%1%1%1%3%2%1%

bcc

2-42*614515-16Collect Plus
1%-%*%1%1%1%1%*%1%*%*%-%1%*%

a

--41-4*5334-16Tuffnels
-%-%*%1%-%*%*%*%1%*%*%-%1%*%

1-21-3-4134*-4Fastway Couriers
1%-%*%*%-%*%-%*%*%*%*%1%-%*%

2------22*2-*2Pitney Bowes
1%-%-%-%-%-%-%*%*%*%*%-%*%*%

--21-2-2212--2UK / British Mail
-%-%*%*%-%*%-%*%*%*%*%-%-%*%

2-2--2-2-2--22Freight - Better / Night
1%-%*%-%-%*%-%*%-%*%-%-%2%*%

c

*-*11*-1-1*-11First Post
*%-%*%1%2%*%-%*%-%*%*%-%1%*%

bac

--1----1-11--1Lynx
-%-%*%-%-%-%-%*%-%*%*%-%-%*%

--*1-1-11*1--1AJG Parcels
-%-%*%*%-%*%-%*%*%*%*%-%-%*%

1****1-1*1-*11Interparcel
*%1%*%*%*%*%-%*%*%*%-%*%1%*%

c

--1--1-1-11--1Priority Express
-%-%*%-%-%*%-%*%-%*%*%-%-%*%

-**--*-**-*--*Local Courier
-%1%*%-%-%*%-%*%*%-%*%-%-%*%

*-*--*-*-**--*Legal Post
*%-%*%-%-%*%-%*%-%*%*%-%-%*%

MHI (Mail Handling
--------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Produced by OLR
OFC1885
Issue date: 18/01/16
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QV3. Thinking about mail services, which providers can you think of?
Base: All respondents



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

bababababacbaSignificance Level: 95%
1714596222359960941106480720102967991200Unweighted total
167379742186893811110894737271026651031200Weighted total

--------------Eagle Couriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------One Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Wey Group International
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------ENC
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fast Track
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Neo Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Euro
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Global Mailing
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Haynes
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Parcel Line
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Coopers Carriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------DHS
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Securicor
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--72-9-9639--9None
-%-%1%1%-%1%-%1%1%*%1%-%-%1%

--1*-2-21*2--2Don't know
-%-%*%*%-%*%-%*%*%*%*%-%-%*%

277932589581114575871022120Other answers
16%19%10%12%12%10%7%10%10%10%9%15%22%10%

c
Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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QV3. Thinking about mail services, which providers can you think of?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthMonthother main provider

DecNovOctJunMayAprMarFebJanDissatisfiedSatisfiedTOTAL

cbacbacba*baSignificance Level: 95%
141112144245956012317011041881200Unweighted total
145132120247975614116210061751200Weighted total

1221069621193471191488461391027Royal Mail
84%80%80%86%96%84%84%91%85%100%79%86%

ac

322332611811252524658252UPS
22%18%26%25%18%19%18%16%25%100%33%21%

21262648218263915-54229Parcelforce
14%19%22%19%22%15%18%24%15%-%31%19%

29322547812233717245229DHL
20%25%20%19%9%21%16%23%17%37%25%19%

bb

1--46228181724-36136TNT
1%-%-%19%22%14%13%10%24%-%20%11%

bc

2410123213512128556127Hermes
16%8%10%13%14%9%8%7%8%74%32%11%

b

192210358312711217127DPD
13%17%8%14%8%5%8%5%11%37%10%11%

ab

1821121910791616*41127FedEx
12%16%10%8%10%12%6%10%16%3%23%11%

c

2518132091013106-22124Yodel
17%13%11%8%9%18%9%6%6%-%12%10%

c

203730*3*23*21996TNT Express
14%28%25%*%3%*%1%2%*%37%11%8%

ccc

1012461239210-2268UK Mail
7%9%3%2%12%5%6%1%10%-%12%6%

acbb

Secured Mail (previously
22118*-7712-749City Link Post)
2%2%1%7%*%-%5%4%12%-%4%4%

abb

Interlink / Interlink
59384-74121341Express / Direct
3%7%2%3%4%-%5%2%1%37%8%3%

2-3523-37-523APC
2%-%2%2%2%4%-%2%7%-%3%2%

bc

Whistl (Previously known
13472--1*-618as TNT Post)
1%2%4%3%2%-%-%*%*%-%4%2%

6223--*1*-614DX
4%1%2%1%-%-%*%*%*%-%3%1%

Columns Tested: a,b - a,b,c - a,b,c - a,b,c
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QV3. Thinking about mail services, which providers can you think of?
Base: All respondents



Satisfaction with
MonthMonthMonthother main provider

DecNovOctJunMayAprMarFebJanDissatisfiedSatisfiedTOTAL

cbacbacba*baSignificance Level: 95%
141112144245956012317011041881200Unweighted total
145132120247975614116210061751200Weighted total

25-1--2-*-*11Business Post
2%4%-%1%-%-%1%-%*%-%*%1%

a

*13-3**2--410Parcels to go
*%1%2%-%3%1%*%1%-%-%2%1%

c

2--1---2--26Collect Plus
2%-%-%*%-%-%-%1%-%-%1%*%

*311--*----6Tuffnels
*%2%1%*%-%-%*%-%-%-%-%*%

*1-*1-**--14Fastway Couriers
*%1%-%*%1%-%*%*%-%-%1%*%

--2*------22Pitney Bowes
-%-%2%*%-%-%-%-%-%-%1%*%

---2-------2UK / British Mail
-%-%-%1%-%-%-%-%-%-%-%*%

--------2-22Freight - Better / Night
-%-%-%-%-%-%-%-%2%-%1%*%

*1--------*1First Post
*%1%-%-%-%-%-%-%-%-%*%*%

------1----1Lynx
-%-%-%-%-%-%1%-%-%-%-%*%

-1---------1AJG Parcels
-%1%-%-%-%-%-%-%-%-%-%*%

*-*----**-11Interparcel
*%-%*%-%-%-%-%*%*%-%*%*%

---*----*--1Priority Express
-%-%-%*%-%-%-%-%*%-%-%*%

---*-------*Local Courier
-%-%-%*%-%-%-%-%-%-%-%*%

*---------**Legal Post
*%-%-%-%-%-%-%-%-%-%*%*%

MHI (Mail Handling
------------International)
-%-%-%-%-%-%-%-%-%-%-%-%

------------Eagle Couriers
-%-%-%-%-%-%-%-%-%-%-%-%

------------One Post
-%-%-%-%-%-%-%-%-%-%-%-%

------------Wey Group International
-%-%-%-%-%-%-%-%-%-%-%-%

------------ENC
-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c - a,b,c
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QV3. Thinking about mail services, which providers can you think of?
Base: All respondents



Satisfaction with
MonthMonthMonthother main provider

DecNovOctJunMayAprMarFebJanDissatisfiedSatisfiedTOTAL

cbacbacba*baSignificance Level: 95%
141112144245956012317011041881200Unweighted total
145132120247975614116210061751200Weighted total

------------Fast Track
-%-%-%-%-%-%-%-%-%-%-%-%

------------Neo Post
-%-%-%-%-%-%-%-%-%-%-%-%

------------Euro
-%-%-%-%-%-%-%-%-%-%-%-%

------------Global Mailing
-%-%-%-%-%-%-%-%-%-%-%-%

------------Haynes
-%-%-%-%-%-%-%-%-%-%-%-%

------------Parcel Line
-%-%-%-%-%-%-%-%-%-%-%-%

------------Coopers Carriers
-%-%-%-%-%-%-%-%-%-%-%-%

------------DHS
-%-%-%-%-%-%-%-%-%-%-%-%

------------Securicor
-%-%-%-%-%-%-%-%-%-%-%-%

2--4--*-2--9None
2%-%-%2%-%-%*%-%2%-%-%1%

b

--1*-------2Don't know
-%-%1%*%-%-%-%-%-%-%-%*%

2015122295151011228120Other answers
14%12%10%9%9%9%10%6%11%37%16%10%

Columns Tested: a,b - a,b,c - a,b,c - a,b,c
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QV3. Thinking about mail services, which providers can you think of?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
734143167156827882106907164100611200Unweighted total

103250615784931821888670134123721200Weighted total

102648605584921821888570132122721189Royal Mail
99%96%98%97%100%98%100%100%98%100%98%100%100%99%

jlll

4-----3-1----4TNT Express
*%-%-%-%-%-%1%-%1%-%-%-%-%*%

4----*-2-1---4UPS
*%-%-%-%-%*%-%1%-%2%-%-%-%*%

3*--2---1----3UK Mail
*%1%-%-%2%-%-%-%1%-%-%-%-%*%

m

21----*-1*-*-3DX
*%2%-%-%-%-%*%-%2%*%-%*%-%*%

mm

3-*--*--*-2*-3Pitney Bowes
*%-%*%-%-%*%-%-%*%-%2%*%-%*%

2*----2------3DHL
*%1%-%-%-%-%1%-%-%-%-%-%-%*%

2-*----2-----3Hermes
*%-%1%-%-%-%-%1%-%-%-%-%-%*%

2-*----2-----2FedEx
*%-%*%-%-%-%-%1%-%-%-%-%-%*%

-***---------1Parcelforce
-%1%1%1%-%-%-%-%-%-%-%-%-%*%

mmm

---1---------1Neo Post
-%-%-%1%-%-%-%-%-%-%-%-%-%*%

m

*------*-----*TNT
*%-%-%-%-%-%-%*%-%-%-%-%-%*%

*-----------**Local Courier
*%-%-%-%-%-%-%-%-%-%-%-%*%*%

---*---------*Legal Post
-%-%-%*%-%-%-%-%-%-%-%-%-%*%

--------------Yodel
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Secured Mail (Previously
--------------City Link Post)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

MHI (Mail Handling
--------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Interlink / Interlink
--------------Express / Direct
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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QV4a. And who does your organisation use for its mail service? So firstly for letters and large letters?
Base: All respondents



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
734143167156827882106907164100611200Unweighted total

103250615784931821888670134123721200Weighted total

--------------APC
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Eagle Couriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------DPD
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Lynx
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------First Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------One Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Wey Group International
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------ENC
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fast Track
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fastway Couriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Tuffnels
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Euro
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------UK / British Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Freight - Better / Night
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Parcels to go
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Global Mailing
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Haynes
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Priority Express
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Business Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------AJG Parcels
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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QV4a. And who does your organisation use for its mail service? So firstly for letters and large letters?
Base: All respondents



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
734143167156827882106907164100611200Unweighted total

103250615784931821888670134123721200Weighted total

--------------Parcel Line
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Coopers Carriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------DHS
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Whistl (Previously known
--------------as TNT Post)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Collect Plus
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Interparcel
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Securicor
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

31-1-1--1---*5None
*%2%-%2%-%2%-%-%1%-%-%-%*%*%

mm

---*---------*Don't know
-%-%-%1%-%-%-%-%-%-%-%-%-%*%

m

111------1---3Other answers
*%3%1%-%-%-%-%-%-%2%-%-%-%*%

jmm

100746595482911771838167132122721167NET: RM Only
98%92%97%96%98%98%97%97%94%96%98%100%99%97%

ellell

192112*5542-**22NET: RM and other
2%4%1%1%2%*%3%3%5%4%-%*%*%2%

b

NET: Provider other than
311*-**-**2*-6RM only
*%3%2%1%-%*%*%-%*%*%2%*%-%1%

mm
Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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QV4a. And who does your organisation use for its mail service? So firstly for letters and large letters?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

baedcbagfed*cbaSignificance Level: 95%
68551529250581849084865428095161161191200Unweighted total
62357748893011524625930989161031191200Weighted total

61957047892911424585930588161021191189Royal Mail
99%99%97%100%95%97%99%99%100%99%98%100%99%100%99%

ce

31----4--3--1-4TNT Express
*%*%-%-%-%-%*%-%-%1%-%-%1%-%*%

gg

21**--4--4----4UPS
*%*%*%2%-%-%*%-%-%1%-%-%-%-%*%

g

13**-*3-----3-3UK Mail
*%*%1%3%-%1%*%-%-%-%-%-%3%-%*%

aaeg

*31***23*-----3DX
*%*%2%3%5%1%*%1%*%-%-%-%-%-%*%

aaab

*31-**2*-2*-*-3Pitney Bowes
*%1%1%-%3%1%*%*%-%1%*%-%*%-%*%

aaa

3-----3--3----3DHL
*%-%-%-%-%-%*%-%-%1%-%-%-%-%*%

g

*2----3-2*----3Hermes
*%*%-%-%-%-%*%-%4%*%-%-%-%-%*%

abeg

2-*--*2*-2----2FedEx
*%-%*%-%-%*%*%*%-%1%-%-%-%-%*%

1*----1--1*---1Parcelforce
*%*%-%-%-%-%*%-%-%*%*%-%-%-%*%

***-*-*---1---1Neo Post
*%*%*%-%1%-%*%-%-%-%1%-%-%-%*%

a

-**--*----*---*TNT
-%*%*%-%-%1%-%-%-%-%*%-%-%-%*%

a

*-*--*-*------*Local Courier
*%-%*%-%-%1%-%*%-%-%-%-%-%-%*%

a

*-*-*--*------*Legal Post
*%-%*%-%1%-%-%*%-%-%-%-%-%-%*%

a

---------------Yodel
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Secured Mail (Previously
---------------City Link Post)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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QV4a. And who does your organisation use for its mail service? So firstly for letters and large letters?
Base: All respondents



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

baedcbagfed*cbaSignificance Level: 95%
68551529250581849084865428095161161191200Unweighted total
62357748893011524625930989161031191200Weighted total

MHI (Mail Handling
---------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Interlink / Interlink
---------------Express / Direct
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------APC
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Eagle Couriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------DPD
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Lynx
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------First Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------One Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Wey Group International
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------ENC
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fast Track
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fastway Couriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Tuffnels
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Euro
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------UK / British Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Freight - Better / Night
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Parcels to go
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Global Mailing
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Haynes
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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QV4a. And who does your organisation use for its mail service? So firstly for letters and large letters?
Base: All respondents



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

baedcbagfed*cbaSignificance Level: 95%
68551529250581849084865428095161161191200Unweighted total
62357748893011524625930989161031191200Weighted total

---------------Priority Express
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Business Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------AJG Parcels
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Parcel Line
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Coopers Carriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------DHS
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Whistl (Previously known
---------------as TNT Post)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Collect Plus
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Interparcel
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Securicor
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

23*--*53-1*-*-5None
*%*%*%-%-%1%*%1%-%*%*%-%*%-%*%

*-----*--*----*Don't know
*%-%-%-%-%-%*%-%-%*%-%-%-%-%*%

12*--*33-*----3Other answers
*%*%*%-%-%*%*%1%-%*%-%-%-%-%*%

6095584588291122453562958716981191167NET: RM Only
98%97%94%93%90%95%97%98%96%95%98%100%95%100%97%

cdeebef

101221*1205210*-4-22NET: RM and other
2%2%4%7%4%3%2%1%4%3%*%-%4%-%2%

aaaagag

NET: Provider other than
241-*151*31-1-6RM only
*%1%2%-%5%2%*%*%*%1%1%-%1%-%1%

aaa
Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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QV4a. And who does your organisation use for its mail service? So firstly for letters and large letters?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*gfedcbacbaba*dcbaSignificance Level: 95%
24362971472236063085893033088922985744791200Unweighted total
3163460142212712240622338240960564575801200Weighted total

3163459142212709235617337235953559575761189Royal Mail
100%99%99%98%100%100%100%98%99%99%98%99%100%93%100%99%99%

dcc

------41-313---44TNT Express
-%-%-%-%-%-%1%1%-%1%1%*%-%-%-%1%*%

b

--1---312-12--124UPS
-%-%4%-%-%-%*%1%*%-%1%*%-%-%2%*%*%

abc

-**1-*121-21**-13UK Mail
-%1%1%2%-%*%*%1%*%-%1%*%4%1%-%*%*%

aa

-111---21-21*--*3DX
-%7%2%2%-%-%-%1%*%-%1%*%4%-%-%*%*%

abcabab

--****2*3-*3-3--3Pitney Bowes
-%-%*%*%*%*%*%*%*%-%*%*%-%4%-%-%*%

a

--*---2*-2*2--*23DHL
-%-%1%-%-%-%*%*%-%1%*%*%-%-%1%*%*%

b

------3--3-3---33Hermes
-%-%-%-%-%-%*%-%-%1%-%*%-%-%-%*%*%

b

------2-2--2---22FedEx
-%-%-%-%-%-%*%-%*%-%-%*%-%-%-%*%*%

--*---1*-1*1--*-1Parcelforce
-%-%1%-%-%-%*%*%-%*%*%*%-%-%1%-%*%

a

---**---1--1----1Neo Post
-%-%-%1%*%-%-%-%*%-%-%*%-%-%-%-%*%

a

------*-*--*----*TNT
-%-%-%-%-%-%*%-%*%-%-%*%-%-%-%-%*%

---*---*--*-*---*Local Courier
-%-%-%*%-%-%-%*%-%-%*%-%3%-%-%-%*%

----*---*--*----*Legal Post
-%-%-%-%*%-%-%-%*%-%-%*%-%-%-%-%*%

-----------------Yodel
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Secured Mail (Previously
-----------------City Link Post)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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QV4a. And who does your organisation use for its mail service? So firstly for letters and large letters?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*gfedcbacbaba*dcbaSignificance Level: 95%
24362971472236063085893033088922985744791200Unweighted total
3163460142212712240622338240960564575801200Weighted total

MHI (Mail Handling
-----------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Interlink / Interlink
-----------------Express / Direct
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------APC
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Eagle Couriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------DPD
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Lynx
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------First Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------One Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Wey Group International
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------ENC
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fast Track
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fastway Couriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Tuffnels
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Euro
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------UK / British Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Freight - Better / Night
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Parcels to go
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Global Mailing
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Haynes
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Priority Express
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Produced by OLR
OFC1885
Issue date: 18/01/16

Ofcom; Business Postal Tracker
Table 19  (continuation)                                                                                                                                                                        Page 214

QV4a. And who does your organisation use for its mail service? So firstly for letters and large letters?
Base: All respondents



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*gfedcbacbaba*dcbaSignificance Level: 95%
24362971472236063085893033088922985744791200Unweighted total
3163460142212712240622338240960564575801200Weighted total

-----------------Business Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------AJG Parcels
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Parcel Line
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Coopers Carriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------DHS
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Whistl (Previously known
-----------------as TNT Post)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Collect Plus
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Interparcel
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Securicor
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-------22123-1-35None
-%-%-%-%-%-%-%1%*%*%1%*%-%2%-%*%*%

--------*--*---**Don't know
-%-%-%-%-%-%-%-%*%-%-%*%-%-%-%*%*%

---1*2-21-21-**33Other answers
-%-%-%2%*%1%-%1%*%-%1%*%-%*%1%*%*%

aaa

3153156141210695228610329228939559555621167NET: RM Only
100%92%92%93%99%99%98%95%98%97%95%98%88%93%96%97%97%

defdefdefcb

-12312138688141*21422NET: RM and other
-%7%7%5%*%1%2%3%1%2%3%1%12%*%4%2%2%

abcabcbcb

NET: Provider other than
-**2*1323124-3-16RM only
-%1%1%2%*%*%*%1%*%*%1%*%-%5%-%*%1%

aa
Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
Table 19  (continuation)                                                                                                                                                                        Page 215

QV4a. And who does your organisation use for its mail service? So firstly for letters and large letters?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cbababa*e*dcbaSignificance Level: 95%
142749111421057981101292642644921200Unweighted total

828690615310461071092242440634911200Weighted total

-28690314610431001089242438624871189Royal Mail
-%100%100%95%100%93%100%99%99%95%99%99%99%

bbc

-4-13-4----14TNT Express
-%1%-%1%*%-%*%-%-%-%-%*%*%

a

-4-12*4-1--24UPS
-%1%-%1%*%*%*%-%5%-%-%*%*%

a

*3-*3*3-**-33UK Mail
6%1%-%*%*%*%*%-%1%1%-%1%*%

a

*3-1212-*-*13DX
3%1%-%*%*%1%*%-%1%-%*%*%*%

aa

3--3-3-**-*-3Pitney Bowes
40%-%-%2%-%3%-%1%1%-%*%-%*%

aa

-3--3-3--*--3DHL
-%1%-%-%*%-%*%-%-%1%-%-%*%

aa

*2-*2*2----*3Hermes
6%1%-%*%*%*%*%-%-%-%-%*%*%

a

-2--2-2----22FedEx
-%1%-%-%*%-%*%-%-%-%-%*%*%

a

*1-*1*1--*-*1Parcelforce
6%*%-%*%*%*%*%-%-%1%-%*%*%

**-****----*1Neo Post
6%*%-%*%*%*%*%-%-%-%-%*%*%

-*--*-*----**TNT
-%*%-%-%*%-%*%-%-%-%-%*%*%

-*-*--*----**Local Courier
-%*%-%*%-%-%*%-%-%-%-%*%*%

-*--*-*----**Legal Post
-%*%-%-%*%-%*%-%-%-%-%*%*%

-------------Yodel
-%-%-%-%-%-%-%-%-%-%-%-%-%

Secured Mail (Previously
-------------City Link Post)
-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c
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QV4a. And who does your organisation use for its mail service? So firstly for letters and large letters?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cbababa*e*dcbaSignificance Level: 95%
142749111421057981101292642644921200Unweighted total

828690615310461071092242440634911200Weighted total

MHI (Mail Handling
-------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%

Interlink / Interlink
-------------Express / Direct
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------APC
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Eagle Couriers
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------DPD
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Lynx
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------First Post
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------One Post
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Wey Group International
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------ENC
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fast Track
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fastway Couriers
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Tuffnels
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Euro
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------UK / British Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Freight - Better / Night
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Parcels to go
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Global Mailing
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Haynes
-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Produced by OLR
OFC1885
Issue date: 18/01/16
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QV4a. And who does your organisation use for its mail service? So firstly for letters and large letters?
Base: All respondents



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cbababa*e*dcbaSignificance Level: 95%
142749111421057981101292642644921200Unweighted total

828690615310461071092242440634911200Weighted total

-------------Priority Express
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Business Post
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------AJG Parcels
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Parcel Line
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Coopers Carriers
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------DHS
-%-%-%-%-%-%-%-%-%-%-%-%-%

Whistl (Previously known
-------------as TNT Post)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Collect Plus
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Interparcel
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Securicor
-%-%-%-%-%-%-%-%-%-%-%-%-%

2-32323--1*35None
22%-%*%1%*%2%*%-%-%4%1%1%*%

aa

--*-*-*----**Don't know
-%-%*%-%*%-%*%-%-%-%-%*%*%

12-213*-1--13Other answers
11%1%-%1%*%3%*%-%5%-%-%*%*%

aaa

-2649031411026961071242137624781167NET: RM Only
-%92%100%92%98%90%98%99%87%94%99%97%97%

bbb

-22-517418-3*-922NET: RM and other
-%8%-%3%2%3%2%-%12%1%-%2%2%

a

NET: Provider other than
6*-6*6*****16RM only

78%*%-%4%*%6%*%1%1%1%1%*%1%

aa
Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c
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QV4a. And who does your organisation use for its mail service? So firstly for letters and large letters?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
13311374213009342819259398523113273511043422066431200Unweighted total
10111324172866346788266361522111567010823252196431200Weighted total

10011224142836342785263360516111066510763232166361189Royal Mail
99%99%99%99%100%99%100%99%100%99%99%99%99%99%99%99%99%

-4---11111414-134TNT Express
-%*%-%-%-%*%*%*%*%*%*%*%*%-%1%*%*%

112--4412411113-4UPS
1%*%1%-%-%1%*%*%1%1%*%*%*%*%1%-%*%

baca

133-*323223331113UK Mail
1%*%1%-%4%1%*%1%*%*%*%*%*%*%1%*%*%

1311--3-*13332**3DX
1%*%*%*%-%-%*%-%*%*%*%*%*%1%*%*%*%

*31*-*****333*3*3Pitney Bowes
*%*%*%*%-%*%*%*%*%*%*%*%*%*%1%*%*%

a

-3*--*****333*-23DHL
-%*%*%-%-%*%*%*%*%*%*%*%*%*%-%*%*%

-2---*----2-2--33Hermes
-%*%-%-%-%*%-%-%-%-%*%-%*%-%-%*%*%

-*2--22-22***-2*2FedEx
-%*%1%-%-%1%*%-%1%*%*%*%*%-%1%*%*%

babcaca

-1*--11***1*1*-11Parcelforce
-%*%*%-%-%*%*%*%*%*%*%*%*%*%-%*%*%

-1-*--1-*-111-**1Neo Post
-%*%-%*%-%-%*%-%*%-%*%*%*%-%*%*%*%

--**------***--**TNT
-%-%*%*%-%-%-%-%-%-%*%*%*%-%-%*%*%

-*-*--*---*-*--**Local Courier
-%*%-%*%-%-%*%-%-%-%*%-%*%-%-%*%*%

-*---***-****--**Legal Post
-%*%-%-%-%*%*%*%-%*%*%*%*%-%-%*%*%

-----------------Yodel
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Secured Mail (Previously
-----------------City Link Post)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

MHI (Mail Handling
-----------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Produced by OLR
OFC1885
Issue date: 18/01/16

Ofcom; Business Postal Tracker
Table 19  (continuation)                                                                                                                                                                        Page 219

QV4a. And who does your organisation use for its mail service? So firstly for letters and large letters?
Base: All respondents



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
13311374213009342819259398523113273511043422066431200Unweighted total
10111324172866346788266361522111567010823252196431200Weighted total

Interlink / Interlink
-----------------Express / Direct
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------APC
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Eagle Couriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------DPD
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Lynx
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------First Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------One Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Wey Group International
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------ENC
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fast Track
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fastway Couriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Tuffnels
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Euro
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------UK / British Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Freight - Better / Night
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Parcels to go
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Global Mailing
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Haynes
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Priority Express
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Produced by OLR
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QV4a. And who does your organisation use for its mail service? So firstly for letters and large letters?
Base: All respondents



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
13311374213009342819259398523113273511043422066431200Unweighted total
10111324172866346788266361522111567010823252196431200Weighted total

-----------------Business Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------AJG Parcels
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Parcel Line
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Coopers Carriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------DHS
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Whistl (Previously known
-----------------as TNT Post)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Collect Plus
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Interparcel
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Securicor
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*422-3-2-4---1-45None
*%*%1%1%-%1%-%1%-%1%-%-%-%*%-%1%*%

abcgabcg

-*---*-*-*-----**Don't know
-%*%-%-%-%*%-%*%-%*%-%-%-%-%-%*%*%

-32*-231*23132**3Other answers
-%*%*%*%-%1%*%*%*%*%*%*%*%1%*%*%*%

9711034052825331772256354505109065310563162106271167NET: RM Only
96%97%97%99%96%96%98%96%98%97%98%97%98%97%96%98%97%

a

31981*1112761020132076922NET: RM and other
3%2%2%1%4%3%2%3%2%2%2%2%2%2%3%1%2%

c

NET: Provider other than
1511-131116561326RM only
1%*%*%*%-%*%*%*%*%*%1%1%1%*%1%*%1%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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QV4a. And who does your organisation use for its mail service? So firstly for letters and large letters?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbac*babaSignificance Level: 95%
116931149183115572141169946117610171166108316667749011200Unweighted total
11891216516711497056117093311749861165109317627398831200Weighted total

11790416116311386996115992311639771154109017627388811189Royal Mail
100%99%98%98%99%99%100%99%99%99%99%99%100%100%100%100%100%99%

-4--41-444444--414TNT Express
-%*%-%-%*%*%-%*%*%*%*%*%*%-%-%1%*%*%

-31244-444444--*14UPS
-%*%1%1%*%1%-%*%*%*%*%*%*%-%-%*%*%*%

b

-12132-333333-*333UK Mail
-%*%1%1%*%*%-%*%*%*%*%*%*%-%*%*%*%*%

b

*3-132-333333--233DX
*%*%-%1%*%*%-%*%*%*%*%*%*%-%-%*%*%*%

-3**3*-33333-----3Pitney Bowes
-%*%*%*%*%*%-%*%*%*%*%*%-%-%-%-%-%*%

-2**32-333333--3-3DHL
-%*%*%*%*%*%-%*%*%*%*%*%*%-%-%*%-%*%

-3--3--2*3*32---23Hermes
-%*%-%-%*%-%-%*%*%*%*%*%*%-%-%-%*%*%

-2-222-222222--**2FedEx
-%*%-%1%*%*%-%*%*%*%*%*%*%-%-%*%*%*%

b

-1**1*-111*11--**1Parcelforce
-%*%*%*%*%*%-%*%*%*%*%*%*%-%-%*%*%*%

*-*-11-11111*--**1Neo Post
*%-%*%-%*%*%-%*%*%*%*%*%*%-%-%*%*%*%

-*--*----****----*TNT
-%*%-%-%*%-%-%-%-%*%*%*%*%-%-%-%-%*%

-*-----*-****---**Local Courier
-%*%-%-%-%-%-%*%-%*%*%*%*%-%-%-%*%*%

-*--*--******--***Legal Post
-%*%-%-%*%-%-%*%*%*%*%*%*%-%-%*%*%*%

------------------Yodel
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Secured Mail (Previously
------------------City Link Post)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

MHI (Mail Handling
------------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Interlink / Interlink
------------------Express / Direct
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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QV4a. And who does your organisation use for its mail service? So firstly for letters and large letters?
Base: All respondents



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbac*babaSignificance Level: 95%
116931149183115572141169946117610171166108316667749011200Unweighted total
11891216516711497056117093311749861165109317627398831200Weighted total

------------------APC
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Eagle Couriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------DPD
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Lynx
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------First Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------One Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Wey Group International
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------ENC
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Fast Track
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Fastway Couriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Tuffnels
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Euro
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------UK / British Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Freight - Better / Night
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Parcels to go
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Global Mailing
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Haynes
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Priority Express
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Business Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------AJG Parcels
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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QV4a. And who does your organisation use for its mail service? So firstly for letters and large letters?
Base: All respondents



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbac*babaSignificance Level: 95%
116931149183115572141169946117610171166108316667749011200Unweighted total
11891216516711497056117093311749861165109317627398831200Weighted total

------------------Parcel Line
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Coopers Carriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------DHS
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Whistl (Previously known
------------------as TNT Post)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Collect Plus
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Interparcel
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Securicor
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-32354-555453--*25None
-%*%1%2%*%1%-%*%1%*%*%*%*%-%-%*%*%*%

b

-*--*--***-**----*Don't know
-%*%-%-%*%-%-%*%*%*%-%*%*%-%-%-%-%*%

*3**32-333332--223Other answers
*%*%*%*%*%*%-%*%*%*%*%*%*%-%-%*%*%*%

11788715815811176866113890411419581133106817617248681167NET: RM Only
99%97%96%95%97%97%100%97%97%97%97%97%98%100%100%98%98%97%

118352114-221921192122-*151322NET: RM and other
*%2%2%3%2%2%-%2%2%2%2%2%2%-%*%2%1%2%

NET: Provider other than
*51162-65666*---*6RM only
*%1%1%1%1%*%-%*%1%1%1%1%*%-%-%-%*%1%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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QV4a. And who does your organisation use for its mail service? So firstly for letters and large letters?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

bababababacbaSignificance Level: 95%
1714596222359960941106480720102967991200Unweighted total
167379742186893811110894737271026651031200Weighted total

161349712186893611110784667231020641001189Royal Mail
97%93%100%100%100%100%100%99%99%99%99%99%96%99%

a

--4--44--44--4TNT Express
-%-%*%-%-%*%4%-%-%1%*%-%-%*%

a

4-31-4-44-4--4UPS
2%-%*%1%-%*%-%*%1%-%*%-%-%*%

a

3**2-2-3223**3UK Mail
2%1%*%1%-%*%-%*%*%*%*%1%*%*%

b

213*-1-3122-*3DX
1%2%*%*%-%*%-%*%*%*%*%-%*%*%

3*-----3213-*3Pitney Bowes
2%1%-%-%-%-%-%*%*%*%*%-%*%*%

2*2*-2-3-3*-23DHL
1%1%*%*%-%*%-%*%-%*%*%-%2%*%

c

3-2--2-32*2-*3Hermes
2%-%*%-%-%*%-%*%*%*%*%-%*%*%

2-2--2-22*2--2FedEx
1%-%*%-%-%*%-%*%1%*%*%-%-%*%

1***-**1*11--1Parcelforce
1%1%*%*%-%*%*%*%*%*%*%-%-%*%

*-*--*-1-11--1Neo Post
*%-%*%-%-%*%-%*%-%*%*%-%-%*%

*-*----**-*--*TNT
*%-%*%-%-%-%-%*%*%-%*%-%-%*%

*-*--*-**-*--*Local Courier
*%-%*%-%-%*%-%*%*%-%*%-%-%*%

*-*--*-*-**--*Legal Post
*%-%*%-%-%*%-%*%-%*%*%-%-%*%

--------------Yodel
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Secured Mail (Previously
--------------City Link Post)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

MHI (Mail Handling
--------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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QV4a. And who does your organisation use for its mail service? So firstly for letters and large letters?
Base: All respondents



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

bababababacbaSignificance Level: 95%
1714596222359960941106480720102967991200Unweighted total
167379742186893811110894737271026651031200Weighted total

Interlink / Interlink
--------------Express / Direct
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------APC
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Eagle Couriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------DPD
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Lynx
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------First Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------One Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Wey Group International
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------ENC
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fast Track
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fastway Couriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Tuffnels
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Euro
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------UK / British Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Freight - Better / Night
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Parcels to go
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Global Mailing
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Haynes
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Priority Express
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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QV4a. And who does your organisation use for its mail service? So firstly for letters and large letters?
Base: All respondents



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

bababababacbaSignificance Level: 95%
1714596222359960941106480720102967991200Unweighted total
167379742186893811110894737271026651031200Weighted total

--------------Business Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------AJG Parcels
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Parcel Line
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Coopers Carriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------DHS
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Whistl (Previously known
--------------as TNT Post)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Collect Plus
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Interparcel
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Securicor
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*23--1*4412*35None
*%5%*%-%-%*%*%*%1%*%*%1%3%*%

bc

--*--*-**-*--*Don't know
-%-%*%-%-%*%-%*%*%-%*%-%-%*%

3*2--2-3*32-13Other answers
2%1%*%-%-%*%-%*%*%*%*%-%1%*%

14433953214689181071060456711100264961167NET: RM Only
87%90%98%98%100%98%96%97%97%98%98%99%93%97%

a

171184-1841891318-422NET: RM and other
10%3%2%2%-%2%4%2%2%2%2%-%4%2%

NET: Provider other than
51-*-*-6334*16RM only
3%3%-%*%-%*%-%1%1%*%*%1%1%1%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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QV4a. And who does your organisation use for its mail service? So firstly for letters and large letters?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthMonthother main provider

DecNovOctJunMayAprMarFebJanDissatisfiedSatisfiedTOTAL

cbacbacba*baSignificance Level: 95%
141112144245956012317011041881200Unweighted total
145132120247975614116210061751200Weighted total

142131117246975514016010061681189Royal Mail
98%99%97%100%100%97%99%99%100%100%96%99%

a

--13-------4TNT Express
-%-%1%1%-%-%-%-%-%-%-%*%

-------4--44UPS
-%-%-%-%-%-%-%2%-%-%2%*%

---*11-*--33UK Mail
-%-%-%*%1%2%-%*%-%-%2%*%

c

*-**--21--23DX
*%-%*%*%-%-%1%*%-%-%1%*%

--2*-*-**-33Pitney Bowes
-%-%2%*%-%*%-%*%*%-%2%*%

------2*--33DHL
-%-%-%-%-%-%2%*%-%-%2%*%

*-2-------33Hermes
*%-%2%-%-%-%-%-%-%-%2%*%

---*---2--22FedEx
-%-%-%*%-%-%-%1%-%-%1%*%

-*-----1--11Parcelforce
-%*%-%-%-%-%-%1%-%-%1%*%

--*---*---*1Neo Post
-%-%*%-%-%-%*%-%-%-%*%*%

---*------**TNT
-%-%-%*%-%-%-%-%-%-%*%*%

--------*-**Local Courier
-%-%-%-%-%-%-%-%*%-%*%*%

*---------**Legal Post
*%-%-%-%-%-%-%-%-%-%*%*%

------------Yodel
-%-%-%-%-%-%-%-%-%-%-%-%

Secured Mail (Previously
------------City Link Post)
-%-%-%-%-%-%-%-%-%-%-%-%

MHI (Mail Handling
------------International)
-%-%-%-%-%-%-%-%-%-%-%-%

Interlink / Interlink
------------Express / Direct
-%-%-%-%-%-%-%-%-%-%-%-%

------------APC
-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c - a,b,c
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QV4a. And who does your organisation use for its mail service? So firstly for letters and large letters?
Base: All respondents



Satisfaction with
MonthMonthMonthother main provider

DecNovOctJunMayAprMarFebJanDissatisfiedSatisfiedTOTAL

cbacbacba*baSignificance Level: 95%
141112144245956012317011041881200Unweighted total
145132120247975614116210061751200Weighted total

------------Eagle Couriers
-%-%-%-%-%-%-%-%-%-%-%-%

------------DPD
-%-%-%-%-%-%-%-%-%-%-%-%

------------Lynx
-%-%-%-%-%-%-%-%-%-%-%-%

------------First Post
-%-%-%-%-%-%-%-%-%-%-%-%

------------One Post
-%-%-%-%-%-%-%-%-%-%-%-%

------------Wey Group International
-%-%-%-%-%-%-%-%-%-%-%-%

------------ENC
-%-%-%-%-%-%-%-%-%-%-%-%

------------Fast Track
-%-%-%-%-%-%-%-%-%-%-%-%

------------Fastway Couriers
-%-%-%-%-%-%-%-%-%-%-%-%

------------Tuffnels
-%-%-%-%-%-%-%-%-%-%-%-%

------------Euro
-%-%-%-%-%-%-%-%-%-%-%-%

------------UK / British Mail
-%-%-%-%-%-%-%-%-%-%-%-%

------------Freight - Better / Night
-%-%-%-%-%-%-%-%-%-%-%-%

------------Parcels to go
-%-%-%-%-%-%-%-%-%-%-%-%

------------Global Mailing
-%-%-%-%-%-%-%-%-%-%-%-%

------------Haynes
-%-%-%-%-%-%-%-%-%-%-%-%

------------Priority Express
-%-%-%-%-%-%-%-%-%-%-%-%

------------Business Post
-%-%-%-%-%-%-%-%-%-%-%-%

------------AJG Parcels
-%-%-%-%-%-%-%-%-%-%-%-%

------------Parcel Line
-%-%-%-%-%-%-%-%-%-%-%-%

------------Coopers Carriers
-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c - a,b,c
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QV4a. And who does your organisation use for its mail service? So firstly for letters and large letters?
Base: All respondents



Satisfaction with
MonthMonthMonthother main provider

DecNovOctJunMayAprMarFebJanDissatisfiedSatisfiedTOTAL

cbacbacba*baSignificance Level: 95%
141112144245956012317011041881200Unweighted total
145132120247975614116210061751200Weighted total

------------DHS
-%-%-%-%-%-%-%-%-%-%-%-%

Whistl (Previously known
------------as TNT Post)
-%-%-%-%-%-%-%-%-%-%-%-%

------------Collect Plus
-%-%-%-%-%-%-%-%-%-%-%-%

------------Interparcel
-%-%-%-%-%-%-%-%-%-%-%-%

------------Securicor
-%-%-%-%-%-%-%-%-%-%-%-%

1***-**1--25None
1%*%*%*%-%1%*%1%-%-%1%*%

*----------*Don't know
*%-%-%-%-%-%-%-%-%-%-%*%

1----1-1*-33Other answers
1%-%-%-%-%2%-%*%*%-%2%*%

14113111424396541361549961511167NET: RM Only
97%99%94%98%99%95%96%95%99%100%86%97%

a

2-4311461-1722NET: RM and other
1%-%3%1%1%2%3%4%1%-%9%2%

NET: Provider other than
**3*-1*1*-66RM only
*%*%2%*%-%2%*%1%*%-%3%1%

c
Columns Tested: a,b - a,b,c - a,b,c - a,b,c
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QV4a. And who does your organisation use for its mail service? So firstly for letters and large letters?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
734143167156827882106907164100611200Unweighted total

103250615784931821888670134123721200Weighted total

428192830383481763719734527505Royal Mail
41%38%46%52%45%36%44%40%43%28%54%36%37%42%

ddbdhlmddbdhl

40234310551533549Parcelforce
4%3%5%8%3%10%3%3%2%7%2%2%7%4%

embeflm

40-1115853287243Hermes
4%-%1%2%1%5%4%3%3%4%6%5%3%4%

llllllll

34**14*5122153236DHL
3%1%*%2%5%*%3%7%2%2%4%3%2%3%

kkhjklk

231223227*232228UPS
2%3%3%4%3%2%1%4%*%4%2%2%2%2%

Interlink / Interlink
26*-*23510---3327Express / Direct

3%1%-%1%2%3%3%5%-%-%-%3%4%2%

kkkejklkek

23*11432*227*325FedEx
2%*%1%2%5%3%1%*%2%2%5%*%4%2%

bflbflbfl

23-**132541-3324TNT Express
2%-%*%1%2%3%1%3%4%2%-%3%4%2%

kllkllkl

20-*-12731-*5*20APC
2%-%1%-%2%2%4%1%1%-%*%4%*%2%

jljl

1511-115312-*217TNT
1%2%1%-%1%1%3%2%2%2%-%*%3%1%

jj

121-1453*-*---13DPD
1%2%-%2%5%5%1%*%-%*%-%-%-%1%

befkmbefkm

12---12*31--5-12UK Mail
1%-%-%-%2%2%*%1%1%-%-%4%-%1%

jklm

9**11*22*1--111Yodel
1%*%1%2%1%*%1%1%*%2%-%-%2%1%

9-1-2--21-3--10Parcels to go
1%-%1%-%3%-%-%1%1%-%2%-%-%1%

jl

81*-*-*-1122*9DX
1%2%1%-%*%-%*%-%2%2%2%2%*%1%

4----2-2---*-4Interparcel
*%-%-%-%-%2%-%1%-%-%-%*%-%*%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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QV4b. And who does your organisation use for its mail service? And for packets and parcels?
Base: All respondents



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
734143167156827882106907164100611200Unweighted total

103250615784931821888670134123721200Weighted total

-2-----------2Fastway Couriers
-%4%-%-%-%-%-%-%-%-%-%-%-%*%

bfjkm

Whistl (Previously known
2-------*--2-2as TNT Post)
*%-%-%-%-%-%-%-%*%-%-%1%-%*%

1-*-----1---*2Local Courier
*%-%1%-%-%-%-%-%1%-%-%-%*%*%

m

1---1--------1Collect Plus
*%-%-%-%1%-%-%-%-%-%-%-%-%*%

m

--*----------*Priority Express
-%-%*%-%-%-%-%-%-%-%-%-%-%*%

---*---------*Legal Post
-%-%-%*%-%-%-%-%-%-%-%-%-%*%

--*----------*Pitney Bowes
-%-%*%-%-%-%-%-%-%-%-%-%-%*%

Secured Mail (Previously
--------------City Link Post)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

MHI (Mail Handling
--------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Eagle Couriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Lynx
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------First Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------One Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Wey Group International
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------ENC
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fast Track
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Neo Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Tuffnels
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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QV4b. And who does your organisation use for its mail service? And for packets and parcels?
Base: All respondents



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
734143167156827882106907164100611200Unweighted total

103250615784931821888670134123721200Weighted total

--------------Euro
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------UK / British Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Freight - Better / Night
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Global Mailing
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Haynes
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Business Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------AJG Parcels
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Parcel Line
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Coopers Carriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------DHS
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Securicor
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1658117111731261410142021191None
16%16%18%13%14%18%17%14%17%15%11%16%29%16%

bcdfijl

m

280181615252445602128343211329Don't know
27%36%26%27%30%26%25%32%25%41%25%26%15%27%

aakmaaabegjkm

33121-3534187237Other answers
3%3%3%1%-%4%3%2%4%2%6%6%3%3%

ijij

324162426242363583015553422390NET: RM Only
31%33%39%46%29%24%35%31%34%22%41%28%30%33%

dhabdfhilmdh

104343131118177417115114NET: RM and other
10%5%7%6%16%12%10%9%8%6%13%9%7%10%

jkl

NET: Provider other than
159565101925261412142614175RM only

15%9%10%9%12%20%14%14%16%17%10%21%19%15%

jjkljklj
Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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QV4b. And who does your organisation use for its mail service? And for packets and parcels?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

baedcbagfed*cbaSignificance Level: 95%
68551529250581849084865428095161161191200Unweighted total
62357748893011524625930989161031191200Weighted total

263242215412483189211443953949505Royal Mail
42%42%45%59%45%41%42%41%35%47%44%33%37%41%42%

ab

252421*14719123*11149Parcelforce
4%4%4%9%2%4%4%4%2%7%*%5%1%1%4%

abdg

14281*-14215-2114-143Hermes
2%5%2%3%-%3%4%3%-%7%1%27%-%1%4%

babdfg

191721113420-61-7136DHL
3%3%5%10%6%3%3%4%-%2%2%-%7%1%3%

abaef

171221*1274-15*-9-28UPS
3%2%3%8%4%2%2%1%-%5%*%-%9%-%2%

abagadfg

Interlink / Interlink
15121-**266-13--8-27Express / Direct

2%2%1%-%2%1%2%1%-%4%-%-%8%-%2%

adgadfg

81821*1233214--5*25FedEx
1%3%4%10%5%2%2%1%4%5%-%-%5%*%2%

babadgadgadg

1014**-*236-14--2-24TNT Express
2%2%1%2%-%1%2%1%-%4%-%-%1%-%2%

adg

1191**1197-6--4220APC
2%2%2%2%2%2%2%1%-%2%-%-%3%1%2%

883*12143153-2117TNT
1%1%5%4%7%5%1%1%2%1%3%-%2%1%1%

aaag

761-*1124-3*-5113DPD
1%1%3%-%3%4%1%1%-%1%*%-%4%1%1%

aaeg

661--1111-8--3-12UK Mail
1%1%2%-%-%3%1%*%-%2%-%-%3%-%1%

agg

831--1104-6*-**11Yodel
1%1%1%-%-%2%1%1%-%2%1%-%*%*%1%

36----10-35--2*10Parcels to go
1%1%-%-%-%-%1%-%5%2%-%-%2%*%1%

dggg

541***8215--1-9DX
1%1%3%5%5%1%1%*%1%2%-%-%1%-%1%

aaa
Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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QV4b. And who does your organisation use for its mail service? And for packets and parcels?
Base: All respondents



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

baedcbagfed*cbaSignificance Level: 95%
68551529250581849084865428095161161191200Unweighted total
62357748893011524625930989161031191200Weighted total

4-*--*42-*--2-4Interparcel
1%-%*%-%-%1%*%1%-%*%-%-%2%-%*%

11*--*2*-*-*1-2Fastway Couriers
*%*%*%-%-%*%*%*%-%*%-%3%1%-%*%

Whistl (Previously known
*2*-*-22----*-2as TNT Post)
*%*%*%-%2%-%*%*%-%-%-%-%*%-%*%

a

2-*--*2*-1*---2Local Courier
*%-%*%-%-%1%*%*%-%*%*%-%-%-%*%

1-----1--1----1Collect Plus
*%-%-%-%-%-%*%-%-%*%-%-%-%-%*%

*-*--*------*-*Priority Express
*%-%*%-%-%*%-%-%-%-%-%-%*%-%*%

*-*-*--*------*Legal Post
*%-%*%-%1%-%-%*%-%-%-%-%-%-%*%

a

*-*-*--*------*Pitney Bowes
*%-%*%-%1%-%-%*%-%-%-%-%-%-%*%

a

Secured Mail (Previously
---------------City Link Post)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

MHI (Mail Handling
---------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Eagle Couriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Lynx
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------First Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------One Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Wey Group International
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------ENC
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fast Track
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Neo Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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QV4b. And who does your organisation use for its mail service? And for packets and parcels?
Base: All respondents



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

baedcbagfed*cbaSignificance Level: 95%
68551529250581849084865428095161161191200Unweighted total
62357748893011524625930989161031191200Weighted total

---------------Tuffnels
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Euro
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------UK / British Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Freight - Better / Night
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Global Mailing
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Haynes
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Business Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------AJG Parcels
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Parcel Line
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Coopers Carriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------DHS
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Securicor
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

959661*41858817301621421191None
15%17%13%15%5%15%16%19%29%10%18%11%13%17%16%

ccebeee

1841451112731914016722861739329Don't know
30%25%22%16%24%23%28%30%27%23%32%39%17%33%27%

bebbe

12252*11358393*6437Other answers
2%4%4%2%6%4%3%2%4%3%3%1%6%3%3%

bg

20718416349375150161003522646390NET: RM Only
33%32%33%32%38%31%33%33%28%32%39%14%25%39%33%

bb

565862131083944443123114NET: RM and other
9%10%12%27%6%9%9%8%7%14%5%19%12%2%10%

abceaadga

NET: Provider other than
81941013616544563633410175RM only
13%16%21%10%27%21%14%10%9%20%6%17%33%8%15%

aadaadfgadefg

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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QV4b. And who does your organisation use for its mail service? And for packets and parcels?
Base: All respondents



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*gfedcbacbaba*dcbaSignificance Level: 95%
24362971472236063085893033088922985744791200Unweighted total
3163460142212712240622338240960564575801200Weighted total

310152377982661252928812538032129244505Royal Mail
100%62%43%38%54%46%37%52%47%26%52%40%51%33%51%42%42%

adadaaaac

-12-41424182381831*242849Parcelforce
-%7%6%-%2%6%3%8%4%2%8%3%4%4%7%5%4%

dddaba

-*-23431142351429**32343Hermes
-%1%-%3%2%2%4%6%4%2%6%3%4%*%6%4%4%

aac

-1*5481712232122411421436DHL
-%4%1%9%3%4%2%5%4%*%5%3%10%22%4%2%3%

acaaaab

-1*45612217-2171621428UPS
-%5%1%7%3%3%2%9%1%-%9%1%10%9%4%2%2%

aabaa

Interlink / Interlink
-*2*-615207-207*-7827Express / Direct
-%1%7%1%-%3%2%8%1%-%8%1%3%-%13%1%2%

acdcabaac

-1*25313178-178*4*1425FedEx
-%5%1%3%3%1%2%7%1%-%7%1%7%7%1%2%2%

abaaa

2--*4215186-186-*2724TNT Express
84%-%-%*%3%1%2%7%1%-%7%1%-%*%4%1%2%

aba

---223111153119-*-520APC
-%-%-%3%1%1%2%5%1%1%5%1%-%1%-%1%2%

aba

-*1*2112115111612*817TNT
-%2%3%*%1%*%2%5%1%*%5%1%18%2%*%1%1%

aba

-***-3848149*21613DPD
-%1%1%*%-%1%1%2%1%*%2%1%3%3%1%1%1%

-*-12-675-75-*-412UK Mail
-%1%-%2%1%-%1%3%1%-%3%1%-%1%-%1%1%

baba

--*2-3556-56--1811Yodel
-%-%*%3%-%1%1%2%1%-%2%1%-%-%1%1%1%

caa

----13355-55--1510Parcels to go
-%-%-%-%1%1%*%2%1%-%2%1%-%-%2%1%1%

aa

-1213-254-54*-239DX
-%8%6%2%2%-%*%2%1%-%2%*%4%-%4%*%1%

ababababaaa
Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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QV4b. And who does your organisation use for its mail service? And for packets and parcels?
Base: All respondents



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*gfedcbacbaba*dcbaSignificance Level: 95%
24362971472236063085893033088922985744791200Unweighted total
3163460142212712240622338240960564575801200Weighted total

------44--4--2-24Interparcel
-%-%-%-%-%-%1%2%-%-%2%-%-%4%-%*%*%

abaa

---***11**11-1-12Fastway Couriers
-%-%-%1%*%*%*%*%*%*%*%*%-%1%-%*%*%

Whistl (Previously known
----*-2-2--2*-2-2as TNT Post)
-%-%-%-%*%-%*%-%*%-%-%*%3%-%3%-%*%

a

---1*--2--2-*-1*2Local Courier
-%-%-%2%*%-%-%1%-%-%1%-%3%-%2%*%*%

abbaa

---1---1--1----11Collect Plus
-%-%-%2%-%-%-%1%-%-%1%-%-%-%-%*%*%

aba

------**--*-----*Priority Express
-%-%-%-%-%-%*%*%-%-%*%-%-%-%-%-%*%

----*---*--*----*Legal Post
-%-%-%-%*%-%-%-%*%-%-%*%-%-%-%-%*%

--*----*--*-----*Pitney Bowes
-%-%*%-%-%-%-%*%-%-%*%-%-%-%-%-%*%

Secured Mail (Previously
-----------------City Link Post)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

MHI (Mail Handling
-----------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Eagle Couriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Lynx
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------First Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------One Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Wey Group International
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------ENC
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fast Track
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Neo Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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QV4b. And who does your organisation use for its mail service? And for packets and parcels?
Base: All respondents



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*gfedcbacbaba*dcbaSignificance Level: 95%
24362971472236063085893033088922985744791200Unweighted total
3163460142212712240622338240960564575801200Weighted total

-----------------Tuffnels
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Euro
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------UK / British Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Freight - Better / Night
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Global Mailing
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Haynes
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Business Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------AJG Parcels
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Parcel Line
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Coopers Carriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------DHS
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Securicor
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-1592026132899858183*8397191None
-%4%13%15%14%12%19%3%16%25%3%19%2%12%5%17%16%

bfcbcbb

-410192556215301481513030012111152329Don't know
-%22%29%32%18%27%30%12%24%45%12%31%15%33%20%26%27%

cccbcb

-*1151017112421126-132837Other answers
-%1%2%2%3%5%2%4%4%1%4%3%-%1%5%5%3%

aa

*81116687720468240836832221320188390NET: RM Only
16%50%31%27%48%36%29%28%39%24%28%34%34%21%35%32%33%

adabdeaacc

22479216257525575718956114NET: RM and other
84%12%12%11%7%10%9%24%8%1%24%6%17%12%16%10%10%

abaa

NET: Provider other than
-25920329977821577972141487175RM only
-%12%15%15%14%15%14%32%13%4%32%10%32%22%25%15%15%

abaaa
Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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QV4b. And who does your organisation use for its mail service? And for packets and parcels?
Base: All respondents



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cbababa*e*dcbaSignificance Level: 95%
142749111421057981101292642644921200Unweighted total

828690615310461071092242440634911200Weighted total

-114390404651948517122338374505Royal Mail
-%40%43%26%44%18%44%71%50%57%60%76%42%

bbbc

147-143574262343349Parcelforce
19%17%-%9%3%6%4%27%7%7%7%7%4%

aa

*42-1924162712*73343Hermes
6%15%-%12%2%15%2%5%7%1%11%7%4%

aaac

*36-211511253*7*2436DHL
3%12%-%13%1%11%2%11%2%17%1%5%3%

aaaab

128-21717115284928UPS
8%10%-%14%1%16%1%22%7%21%6%2%2%

aaaaba

Interlink / Interlink
-27-151210177725627Express / Direct
-%9%-%10%1%9%2%29%29%4%8%1%2%

aaaa

124-111491642711125FedEx
19%8%-%7%1%8%1%16%8%18%2%2%2%

aaaab

-24-1778151-381224TNT Express
-%8%-%11%1%8%1%3%-%9%12%3%2%

aaaaa

*20-1461010*4*51120APC
3%7%-%9%1%9%1%1%15%*%8%2%2%

aaaa

116-107611-*17917TNT
12%6%-%6%1%6%1%-%2%2%11%2%1%

aaaa

112-77771124513DPD
19%4%-%4%1%6%1%3%5%4%6%1%1%

aaaa

-12-575732--812UK Mail
-%4%-%4%1%5%1%11%7%-%-%2%1%

aaa

-11-5638**-3811Yodel
-%4%-%3%1%3%1%*%1%-%5%2%1%

aa

-10-37282--2510Parcels to go
-%3%-%2%1%2%1%10%-%-%4%1%1%

a

*9-54361***79DX
3%3%-%3%*%3%1%5%1%*%*%1%1%

aaa
Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c
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QV4b. And who does your organisation use for its mail service? And for packets and parcels?
Base: All respondents



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cbababa*e*dcbaSignificance Level: 95%
142749111421057981101292642644921200Unweighted total

828690615310461071092242440634911200Weighted total

-4-4-4---*-44Interparcel
-%1%-%3%-%4%-%-%-%*%-%1%*%

aaa

*1-1*11--1-12Fastway Couriers
6%1%-%1%*%1%*%-%-%1%-%*%*%

aa

Whistl (Previously known
-2-2--2----22as TNT Post)
-%1%-%1%-%-%*%-%-%-%-%*%*%

aa

-2-1*111---12Local Courier
-%1%-%1%*%1%*%5%-%-%-%*%*%

aaa

-1--1-1--1--1Collect Plus
-%*%-%-%*%-%*%-%-%3%-%-%*%

a

-*-*-*--*---*Priority Express
-%*%-%*%-%*%-%-%*%-%-%-%*%

-*--*-*----**Legal Post
-%*%-%-%*%-%*%-%-%-%-%*%*%

*--*-*----*-*Pitney Bowes
1%-%-%*%-%*%-%-%-%-%*%-%*%

Secured Mail (Previously
-------------City Link Post)
-%-%-%-%-%-%-%-%-%-%-%-%-%

MHI (Mail Handling
-------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Eagle Couriers
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Lynx
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------First Post
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------One Post
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Wey Group International
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------ENC
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fast Track
-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c
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QV4b. And who does your organisation use for its mail service? And for packets and parcels?
Base: All respondents



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cbababa*e*dcbaSignificance Level: 95%
142749111421057981101292642644921200Unweighted total

828690615310461071092242440634911200Weighted total

-------------Neo Post
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Tuffnels
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Euro
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------UK / British Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Freight - Better / Night
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Global Mailing
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Haynes
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Business Post
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------AJG Parcels
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Parcel Line
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Coopers Carriers
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------DHS
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Securicor
-%-%-%-%-%-%-%-%-%-%-%-%-%

3218631893189----2191None
39%1%21%2%18%3%17%-%-%-%-%*%16%

bbb

1732123283327----6329Don't know
18%2%35%1%31%3%30%-%-%-%-%1%27%

bbb

-2881719122511432637Other answers
-%10%1%11%2%11%2%2%6%9%4%5%3%

aaa

-*390-390-390661420306390NET: RM Only
-%*%43%-%37%-%36%27%23%36%31%62%33%

bbbbc

-114-4074199511781868114NET: RM and other
-%40%-%26%7%18%9%44%27%21%29%14%10%

aaaa
Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c
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QV4b. And who does your organisation use for its mail service? And for packets and parcels?
Base: All respondents



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cbababa*e*dcbaSignificance Level: 95%
142749111421057981101292642644921200Unweighted total

828690615310461071092242440634911200Weighted total

NET: Provider other than
316381096582927121725109175RM only

43%57%1%71%6%77%8%29%50%43%40%22%15%

aaaaa
Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
Table 20  (continuation)                                                                                                                                                                        Page 243

QV4b. And who does your organisation use for its mail service? And for packets and parcels?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
13311374213009342819259398523113273511043422066431200Unweighted total
10111324172866346788266361522111567010823252196431200Weighted total

50474251238521632815117136146034844517998222505Royal Mail
50%42%60%83%96%62%42%57%47%69%41%52%41%55%45%35%42%

bcaacegacabcefgacgaba

12442414-353025194439303518121849Parcelforce
12%4%6%5%-%10%4%9%5%9%3%5%3%5%5%3%4%

abcabcegabcga

1382323-20221713383123261442243Hermes
1%3%5%8%-%6%3%6%3%7%3%3%2%4%2%3%4%

abcgabceg

6352515-19201112293325331171936DHL
6%3%6%5%-%6%3%4%3%5%3%4%3%3%3%3%3%

bacg

724194-2418217272212221161128UPS
7%2%5%1%-%7%2%8%2%5%2%2%2%4%3%2%2%

bbcabcegabceg

Interlink / Interlink
92719--27142310272014181310427Express / Direct
9%2%5%-%-%8%2%8%3%5%2%2%2%4%5%1%2%

bbcabcegabcgaa

623214-2115212252214211311225FedEx
6%2%5%1%-%6%2%8%1%5%2%2%2%4%*%2%2%

bbcabcegabcegeb

822132-2218171121211717661224TNT Express
8%2%3%1%-%6%2%6%3%4%2%2%2%2%3%2%2%

abcabcegac

11894-1616138201791793820APC
1%2%2%1%-%5%2%5%2%4%2%1%2%3%1%1%2%

cabcgabcg

21494-131376101151165617TNT
2%1%2%1%-%4%2%3%2%2%1%1%1%2%2%1%1%

abc

41383-9794111281234613DPD
4%1%2%1%-%3%1%3%1%2%1%1%1%1%2%1%1%

babcg

41112-*1251031198774112UK Mail
4%1%3%-%4%3%1%4%1%2%1%1%1%2%2%*%1%

bbcabcegacgaa

3993-87731011857*411Yodel
3%1%2%1%-%2%1%3%1%2%1%1%1%2%*%1%1%

bacgaab

41073-7674107478-210Parcels to go
4%1%2%1%-%2%1%3%1%2%1%1%1%2%-%*%1%

babcgacab

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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QV4b. And who does your organisation use for its mail service? And for packets and parcels?
Base: All respondents



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
13311374213009342819259398523113273511043422066431200Unweighted total
10111324172866346788266361522111567010823252196431200Weighted total

1986-392299793149DX
1%1%2%2%-%1%1%1%1%2%1%1%1%1%1%1%1%

b

244--424-42*2-*24Interparcel
2%*%1%-%-%1%*%2%-%1%*%*%*%-%*%*%*%

abcegbc

121--21212212-112Fastway Couriers
1%*%*%-%-%1%*%1%*%*%*%*%*%-%*%*%*%

Whistl (Previously known
-222--*--2222--22as TNT Post)
-%*%*%1%-%-%*%-%-%*%*%*%*%-%-%*%*%

-22*-222*22222-*2Local Courier
-%*%*%*%-%*%*%1%*%*%*%*%*%1%-%*%*%

11---1-1-11111--1Collect Plus
1%*%-%-%-%*%-%*%-%*%*%*%*%*%-%-%*%

ab

-**--*---*****--*Priority Express
-%*%*%-%-%*%-%-%-%*%*%*%*%*%-%-%*%

-*---***-****--**Legal Post
-%*%-%-%-%*%*%*%-%*%*%*%*%-%-%*%*%

-*-*--*-******--*Pitney Bowes
-%*%-%*%-%-%*%-%*%*%*%*%*%*%-%-%*%

Secured Mail (Previously
-----------------City Link Post)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

MHI (Mail Handling
-----------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Eagle Couriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Lynx
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------First Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------One Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Wey Group International
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------ENC
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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QV4b. And who does your organisation use for its mail service? And for packets and parcels?
Base: All respondents



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
13311374213009342819259398523113273511043422066431200Unweighted total
10111324172866346788266361522111567010823252196431200Weighted total

-----------------Fast Track
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Neo Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Tuffnels
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Euro
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------UK / British Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Freight - Better / Night
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Global Mailing
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Haynes
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Business Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------AJG Parcels
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Parcel Line
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Coopers Carriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------DHS
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Securicor
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

7188342--118632*188721853536120191None
7%17%8%1%-%-%15%2%9%*%17%11%17%11%16%19%16%

acbdefddfbdefdfbdefc

16307395-1216510033121553106257208329Don't know
16%27%9%2%-%*%27%2%28%1%28%23%29%19%26%32%27%

aacdfdfbdfdfbdfc

43521432725211029351935952337Other answers
4%3%5%2%47%8%3%8%3%6%3%3%3%3%2%4%3%

cabcegabceg

2736917520831372698612826336627035712372190390NET: RM Only
26%33%42%73%49%40%34%32%36%51%33%40%33%38%33%30%33%

bcaabcefgacfga
Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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QV4b. And who does your organisation use for its mail service? And for packets and parcels?
Base: All respondents



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
13311374213009342819259398523113273511043422066431200Unweighted total
10111324172866346788266361522111567010823252196431200Weighted total

24105763037959654398957888562632114NET: RM and other
24%9%18%10%47%23%8%24%12%19%8%12%8%17%12%5%10%

bbcabcegacgabcegacgaa

NET: Provider other than
281649241*1291261045815715596142482893175RM only
28%14%22%14%4%37%16%39%16%30%14%14%13%15%13%14%15%

bbcabcdegabceg

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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QV4b. And who does your organisation use for its mail service? And for packets and parcels?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbac*babaSignificance Level: 95%
116931149183115572141169946117610171166108316667749011200Unweighted total
11891216516711497056117093311749861165109317627398831200Weighted total

4837279804733332494434495434489458632321399505Royal Mail
41%41%48%48%41%47%37%42%47%42%44%42%42%37%52%43%45%42%

bace

33013114436245434644443934253749Parcelforce
3%3%8%7%4%5%37%4%5%4%4%4%4%18%7%3%4%4%

b

-232053926-423641354132*3252243Hermes
-%2%12%3%3%4%-%4%4%4%4%4%3%1%5%3%3%4%

bc

12312103325-363436343635-*223236DHL
1%3%7%6%3%4%-%3%4%3%3%3%3%-%*%3%4%3%

bcb

1226102518-282828262825-2142028UPS
*%2%4%6%2%3%-%2%3%2%3%2%2%-%3%2%2%2%

ab

Interlink / Interlink
118782722-27252722272114172127Express / Direct
1%2%4%5%2%3%-%2%3%2%2%2%2%9%6%2%2%2%

bc

1204112323-25242521252111101925FedEx
1%2%2%7%2%3%-%2%3%2%2%2%2%9%2%1%2%2%

ab

317542418-242224222420-4122124TNT Express
2%2%3%2%2%3%-%2%2%2%2%2%2%-%6%2%2%2%

c

*11832015-201920142019**13920APC
*%1%5%2%2%2%-%2%2%2%1%2%2%3%*%2%1%2%

bc

27821410-171314131416-*13717TNT
2%1%5%1%1%1%-%1%1%1%1%1%1%-%1%2%1%1%

b

*9451310-131313131312--81013DPD
*%1%2%3%1%1%-%1%1%1%1%1%1%-%-%1%1%1%

b

-572127-121212121212--81112UK Mail
-%1%4%1%1%1%-%1%1%1%1%1%1%-%-%1%1%1%

bc

-74-117-1191191111-*5811Yodel
-%1%2%-%1%1%-%1%1%1%1%1%1%-%*%1%1%1%

-642107-10101010109*-81010Parcels to go
-%1%2%1%1%1%-%1%1%1%1%1%1%3%-%1%1%1%

*72197-999998-1569DX
*%1%1%1%1%1%-%1%1%1%1%1%1%-%2%1%1%1%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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QV4b. And who does your organisation use for its mail service? And for packets and parcels?
Base: All respondents



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbac*babaSignificance Level: 95%
116931149183115572141169946117610171166108316667749011200Unweighted total
11891216516711497056117093311749861165109317627398831200Weighted total

-22442-444444--*44Interparcel
-%*%1%3%*%*%-%*%*%*%*%*%*%-%-%*%*%*%

bab

*1*12*-222221--112Fastway Couriers
*%*%*%1%*%*%-%*%*%*%*%*%*%-%-%*%*%*%

Whistl (Previously known
-2--22-222222--*22as TNT Post)
-%*%-%-%*%*%-%*%*%*%*%*%*%-%-%*%*%*%

-2-*2*-222222--112Local Courier
-%*%-%*%*%*%-%*%*%*%*%*%*%-%-%*%*%*%

-1-111-111111--1-1Collect Plus
-%*%-%1%*%*%-%*%*%*%*%*%*%-%-%*%-%*%

-*--**-******--***Priority Express
-%*%-%-%*%*%-%*%*%*%*%*%*%-%-%*%*%*%

-*--*--******--***Legal Post
-%*%-%-%*%-%-%*%*%*%*%*%*%-%-%*%*%*%

--*-*--*****-----*Pitney Bowes
-%-%*%-%*%-%-%*%*%*%*%*%-%-%-%-%-%*%

Secured Mail (Previously
------------------City Link Post)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

MHI (Mail Handling
------------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Eagle Couriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Lynx
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------First Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------One Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Wey Group International
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------ENC
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Fast Track
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Neo Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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QV4b. And who does your organisation use for its mail service? And for packets and parcels?
Base: All respondents



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbac*babaSignificance Level: 95%
116931149183115572141169946117610171166108316667749011200Unweighted total
11891216516711497056117093311749861165109317627398831200Weighted total

------------------Tuffnels
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Euro
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------UK / British Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Freight - Better / Night
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Global Mailing
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Haynes
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Business Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------AJG Parcels
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Parcel Line
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Coopers Carriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------DHS
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Securicor
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

27150151419085-17911118913718817536127133191None
23%16%9%9%17%12%-%15%12%16%14%16%16%16%10%17%15%16%

aaacddd

302752534313164432222331926431731359195235329Don't know
26%30%15%21%27%23%63%28%24%27%27%27%29%32%15%26%27%27%

aaa

728183626-373534313431-3212637Other answers
6%3%1%5%3%4%-%3%4%3%3%3%3%-%5%3%3%3%

a

412945252372251-385338387334383356526244310390NET: RM Only
35%32%32%31%32%36%-%33%36%33%34%33%33%27%43%33%35%33%

777272710182211097107100106102267688114NET: RM and other
6%8%16%16%9%12%37%9%10%9%10%9%9%10%10%10%10%10%

bcbb

NET: Provider other than
121164638173123-17416517215117214831496116175RM only
11%13%28%23%15%17%-%15%18%15%15%15%14%15%23%13%13%15%

bcbc
Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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QV4b. And who does your organisation use for its mail service? And for packets and parcels?
Base: All respondents



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

bababababacbaSignificance Level: 95%
1714596222359960941106480720102967991200Unweighted total
167379742186893811110894737271026651031200Weighted total

741238312236383404642172884174046505Royal Mail
44%33%39%56%53%41%36%43%46%40%41%62%44%42%

baac

41842524264323263181049Parcelforce
24%23%4%2%3%5%6%4%5%4%3%12%9%4%

cc

3492418627-431032285943Hermes
20%23%2%8%8%3%-%4%2%4%3%8%9%4%

babcc

3061719622*36122421*1336DHL
18%15%2%9%9%2%*%3%3%3%2%*%12%3%

babc

19919842012812171151028UPS
12%24%2%4%6%2%1%3%2%2%1%8%9%2%

bcc

Interlink / Interlink
62207118-278181411127Express / Direct
4%4%2%3%1%2%-%2%2%3%1%2%11%2%

bc

1961410512*251312145625FedEx
11%17%1%5%8%1%*%2%3%2%1%8%6%2%

bacc

6-195*17123816153624TNT Express
4%-%2%2%1%2%1%2%2%2%1%5%5%2%

cc

33146118-20515132520APC
2%7%1%3%2%2%-%2%1%2%1%3%5%2%

c

134133-15-17413511217TNT
8%10%1%2%-%2%-%2%1%2%*%1%11%1%

bc

2157-92128611-213DPD
1%4%1%3%-%1%1%1%2%1%1%-%2%1%

b

12*102-9-123972212UK Mail
7%1%1%1%-%1%-%1%1%1%1%3%2%1%

925627-11659*211Yodel
5%6%1%3%3%1%-%1%1%1%1%1%2%1%

ba

4-73-5-10-108-210Parcels to go
2%-%1%1%-%1%-%1%-%1%1%-%2%1%

b

819*-5-9187-19DX
5%2%1%*%-%1%-%1%*%1%1%-%1%1%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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QV4b. And who does your organisation use for its mail service? And for packets and parcels?
Base: All respondents



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

bababababacbaSignificance Level: 95%
1714596222359960941106480720102967991200Unweighted total
167379742186893811110894737271026651031200Weighted total

*22223-422--44Interparcel
*%6%*%1%2%*%-%*%*%*%-%-%4%*%

bac

1*1*-1-2-21**2Fastway Couriers
1%*%*%*%-%*%-%*%-%*%*%1%*%*%

Whistl (Previously known
2--2*--2-2*-22as TNT Post)
1%-%-%1%*%-%-%*%-%*%*%-%2%*%

bc

1*2--1-2112--2Local Courier
1%1%*%-%-%*%-%*%*%*%*%-%-%*%

1--1-1-11---11Collect Plus
1%-%-%1%-%*%-%*%*%-%-%-%1%*%

bc

--*--*-*-**--*Priority Express
-%-%*%-%-%*%-%*%-%*%*%-%-%*%

*-*--*-*-**--*Legal Post
*%-%*%-%-%*%-%*%-%*%*%-%-%*%

*------*-*--**Pitney Bowes
*%-%-%-%-%-%-%*%-%*%-%-%*%*%

Secured Mail (Previously
--------------City Link Post)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

MHI (Mail Handling
--------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Eagle Couriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Lynx
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------First Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------One Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Wey Group International
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------ENC
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fast Track
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Neo Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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QV4b. And who does your organisation use for its mail service? And for packets and parcels?
Base: All respondents



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

bababababacbaSignificance Level: 95%
1714596222359960941106480720102967991200Unweighted total
167379742186893811110894737271026651031200Weighted total

--------------Tuffnels
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Euro
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------UK / British Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Freight - Better / Night
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Global Mailing
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Haynes
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Business Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------AJG Parcels
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Parcel Line
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Coopers Carriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------DHS
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Securicor
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

5-1642412147191726412817894191None
3%-%17%11%18%16%17%16%13%18%17%14%4%16%

aaa

5*29632112764328713719332315329Don't know
3%1%30%15%16%29%38%26%29%26%31%2%5%27%

abaab

10*324330235112628-937Other answers
6%*%3%2%4%3%2%3%2%4%3%-%9%3%

bc

--3078323304383521722183453214390NET: RM Only
-%-%32%38%34%32%34%32%36%30%34%49%14%33%

aaac

7412763813792112447072832114NET: RM and other
44%33%8%18%19%8%1%10%9%10%7%13%31%10%

babbc

NET: Provider other than
832413140913210165551191091548175RM only
50%66%13%18%13%14%9%15%12%16%11%23%47%15%

bbcbc

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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QV4b. And who does your organisation use for its mail service? And for packets and parcels?
Base: All respondents



Satisfaction with
MonthMonthMonthother main provider

DecNovOctJunMayAprMarFebJanDissatisfiedSatisfiedTOTAL

cbacbacba*baSignificance Level: 95%
141112144245956012317011041881200Unweighted total
145132120247975614116210061751200Weighted total

5442471143829517951175505Royal Mail
37%32%39%46%40%51%36%49%51%23%43%42%

cc

845971465-4149Parcelforce
6%3%4%4%7%1%3%4%5%-%23%4%

9421532323-4143Hermes
6%3%2%6%3%3%2%1%3%-%24%4%

a

454421210522836DHL
3%4%3%1%2%2%1%6%5%37%16%3%

c

84*32*53452328UPS
5%3%*%1%2%1%3%2%4%74%13%2%

a

Interlink / Interlink
65254-22--827Express / Direct
4%4%2%2%4%-%2%1%-%-%4%2%

7423-*423-2425FedEx
5%3%1%1%-%*%3%1%3%-%14%2%

*9632-22--624TNT Express
*%7%5%1%2%-%1%1%-%-%4%2%

cc

2-12-1337-620APC
2%-%1%1%-%2%2%2%7%-%3%2%

b

---37*115-1417TNT
-%-%-%1%7%*%1%1%5%-%8%1%

cb

6-31*-22*-413DPD
4%-%3%*%*%-%1%1%*%-%2%1%

b

*4*-53----1212UK Mail
*%3%*%-%5%5%-%-%-%-%7%1%

cc

5-31-1*2-2911Yodel
3%-%2%*%-%1%*%1%-%26%5%1%

122-3-*---410Parcels to go
1%2%2%-%3%-%*%-%-%-%2%1%

c

3*2*1-*2--99DX
2%*%1%*%1%-%*%1%-%-%5%1%

2--2---*-2*4Interparcel
2%-%-%1%-%-%-%*%-%37%*%*%

-1----*1--12Fastway Couriers
-%1%-%-%-%-%*%*%-%-%1%*%

Columns Tested: a,b - a,b,c - a,b,c - a,b,c
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QV4b. And who does your organisation use for its mail service? And for packets and parcels?
Base: All respondents



Satisfaction with
MonthMonthMonthother main provider

DecNovOctJunMayAprMarFebJanDissatisfiedSatisfiedTOTAL

cbacbacba*baSignificance Level: 95%
141112144245956012317011041881200Unweighted total
145132120247975614116210061751200Weighted total

Whistl (Previously known
----2--*--22as TNT Post)
-%-%-%-%2%-%-%*%-%-%1%*%

c

---*1---*-12Local Courier
-%-%-%*%1%-%-%-%*%-%1%*%

---1------11Collect Plus
-%-%-%*%-%-%-%-%-%-%1%*%

--------*--*Priority Express
-%-%-%-%-%-%-%-%*%-%-%*%

*---------**Legal Post
*%-%-%-%-%-%-%-%-%-%*%*%

---*------**Pitney Bowes
-%-%-%*%-%-%-%-%-%-%*%*%

Secured Mail (Previously
------------City Link Post)
-%-%-%-%-%-%-%-%-%-%-%-%

MHI (Mail Handling
------------International)
-%-%-%-%-%-%-%-%-%-%-%-%

------------Eagle Couriers
-%-%-%-%-%-%-%-%-%-%-%-%

------------Lynx
-%-%-%-%-%-%-%-%-%-%-%-%

------------First Post
-%-%-%-%-%-%-%-%-%-%-%-%

------------One Post
-%-%-%-%-%-%-%-%-%-%-%-%

------------Wey Group International
-%-%-%-%-%-%-%-%-%-%-%-%

------------ENC
-%-%-%-%-%-%-%-%-%-%-%-%

------------Fast Track
-%-%-%-%-%-%-%-%-%-%-%-%

------------Neo Post
-%-%-%-%-%-%-%-%-%-%-%-%

------------Tuffnels
-%-%-%-%-%-%-%-%-%-%-%-%

------------Euro
-%-%-%-%-%-%-%-%-%-%-%-%

------------UK / British Mail
-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c - a,b,c
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QV4b. And who does your organisation use for its mail service? And for packets and parcels?
Base: All respondents



Satisfaction with
MonthMonthMonthother main provider

DecNovOctJunMayAprMarFebJanDissatisfiedSatisfiedTOTAL

cbacbacba*baSignificance Level: 95%
141112144245956012317011041881200Unweighted total
145132120247975614116210061751200Weighted total

------------Freight - Better / Night
-%-%-%-%-%-%-%-%-%-%-%-%

------------Global Mailing
-%-%-%-%-%-%-%-%-%-%-%-%

------------Haynes
-%-%-%-%-%-%-%-%-%-%-%-%

------------Business Post
-%-%-%-%-%-%-%-%-%-%-%-%

------------AJG Parcels
-%-%-%-%-%-%-%-%-%-%-%-%

------------Parcel Line
-%-%-%-%-%-%-%-%-%-%-%-%

------------Coopers Carriers
-%-%-%-%-%-%-%-%-%-%-%-%

------------DHS
-%-%-%-%-%-%-%-%-%-%-%-%

------------Securicor
-%-%-%-%-%-%-%-%-%-%-%-%

607257-----2-5191None
42%55%48%-%-%-%-%-%2%-%3%16%

c

---1084022686526-4329Don't know
-%-%-%44%42%40%48%40%26%-%2%27%

aa

46*8-3844-1037Other answers
3%4%*%3%-%6%6%2%4%-%6%3%

ab

452633892723416542--390NET: RM Only
31%19%27%36%27%41%29%40%42%-%-%33%

b

81614251259149175114NET: RM and other
6%12%12%10%12%10%7%9%9%23%43%10%

NET: Provider other than
31181625185221921591175RM only
21%14%13%10%19%9%15%12%21%77%52%15%

cb
Columns Tested: a,b - a,b,c - a,b,c - a,b,c

Ofcom; Business Postal Tracker
Table 20  (continuation)                                                                                                                                                                        Page 256

QV4b. And who does your organisation use for its mail service? And for packets and parcels?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
734143167156827882106907164100611200Unweighted total

103250615784931821888670134123721200Weighted total

102748605684921821888670132122721192Royal Mail
100%96%98%99%100%98%100%100%100%100%98%100%100%99%

l

40244310551533550Parcelforce
4%4%6%8%3%10%3%3%2%7%2%2%7%4%

embefm

43-1115873287245Hermes
4%-%1%2%1%5%4%4%3%4%6%5%3%4%

llllllll

37**14*7122153238DHL
4%1%*%2%5%*%4%7%2%2%4%3%2%3%

kkkhjklk

2712232210*432232UPS
3%3%3%4%3%2%1%5%*%5%2%2%2%3%

ee

26*114323227*328FedEx
3%*%1%2%5%3%1%1%2%2%5%*%4%2%

blblbl

Interlink / Interlink
26*-*23510---3327Express / Direct

3%1%-%1%2%3%3%5%-%-%-%3%4%2%

kkkejklkek

26-**135541-3327TNT Express
3%-%*%1%2%3%3%3%4%2%-%3%4%2%

klllkllkl

20-*-12731-*5*20APC
2%-%1%-%2%2%4%1%1%-%*%4%*%2%

jljl

1511-115312-*217TNT
1%2%1%-%1%1%3%2%2%2%-%*%3%1%

jj

121-1453*-*---13DPD
1%2%-%2%5%5%1%*%-%*%-%-%-%1%

befkmbefkm

12*--22*31--5-13UK Mail
1%1%-%-%2%2%*%1%1%-%-%4%-%1%

jkm

9**11*22*1--111Yodel
1%*%1%2%1%*%1%1%*%2%-%-%2%1%

91*-*-*-3122*10DX
1%2%1%-%*%-%*%-%3%2%2%2%*%1%

j

9-1-2--21-3--10Parcels to go
1%-%1%-%3%-%-%1%1%-%2%-%-%1%

jl

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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QV4. And who does your organisation use for its mail service? Combined
Base: All respondents



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
734143167156827882106907164100611200Unweighted total

103250615784931821888670134123721200Weighted total

4----2-2---*-4Interparcel
*%-%-%-%-%2%-%1%-%-%-%*%-%*%

3-*--*--*-2*-3Pitney Bowes
*%-%*%-%-%*%-%-%*%-%2%*%-%*%

-2-----------2Fastway Couriers
-%4%-%-%-%-%-%-%-%-%-%-%-%*%

bfjkm

Whistl (Previously known
2-------*--2-2as TNT Post)
*%-%-%-%-%-%-%-%*%-%-%1%-%*%

1-*-----1---*2Local Courier
*%-%1%-%-%-%-%-%1%-%-%-%*%*%

m

1---1--------1Collect Plus
*%-%-%-%1%-%-%-%-%-%-%-%-%*%

m

---1---------1Neo Post
-%-%-%1%-%-%-%-%-%-%-%-%-%*%

m

--*----------*Priority Express
-%-%*%-%-%-%-%-%-%-%-%-%-%*%

---*---------*Legal Post
-%-%-%*%-%-%-%-%-%-%-%-%-%*%

Secured Mail (Previously
--------------City Link Post)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

MHI (Mail Handling
--------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Eagle Couriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Lynx
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------First Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------One Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Wey Group International
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------ENC
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fast Track
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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QV4. And who does your organisation use for its mail service? Combined
Base: All respondents



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
734143167156827882106907164100611200Unweighted total

103250615784931821888670134123721200Weighted total

--------------Tuffnels
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Euro
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------UK / British Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Freight - Better / Night
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Global Mailing
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Haynes
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Business Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------AJG Parcels
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Parcel Line
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Coopers Carriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------DHS
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Securicor
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-----------*None
-%1%-%-%-%-%-%-%-%-%-%-%-%*%

m

--------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2522*-3-34157230Other answers
2%4%3%*%-%4%-%1%4%2%4%6%3%2%

jjjjjgij

765425048616313914264541038654906NET: RM Only
74%84%82%85%73%68%76%76%74%77%77%70%74%76%

bhimbhmbehim

2626108232843462216293618286NET: RM and other
25%13%16%14%27%30%24%24%26%23%21%30%25%24%

jkljkljklljljljkljl

NET: Provider other than
521*-2--**2**8RM only
*%4%2%1%-%2%-%-%*%*%2%*%*%1%

m
Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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QV4. And who does your organisation use for its mail service? Combined
Base: All respondents



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

baedcbagfed*cbaSignificance Level: 95%
68551529250581849084865428095161161191200Unweighted total
62357748893011524625930989161031191200Weighted total

62157147893011454595930688161021191192Royal Mail
100%99%98%100%95%98%99%99%100%99%98%100%99%100%99%

ce

262421*14819123111250Parcelforce
4%4%4%9%2%4%4%4%2%7%1%5%1%1%4%

abdg

14311*-1441522114-145Hermes
2%5%2%3%-%3%4%3%4%7%1%27%-%1%4%

bbabdg

211721113620-81-7138DHL
3%3%5%10%6%3%3%4%-%3%2%-%7%1%3%

abaef

191321*1304-19*-9-32UPS
3%2%4%10%4%2%3%1%-%6%*%-%9%-%3%

abadgadfg

101821*1263216--5*28FedEx
2%3%4%10%5%2%2%1%4%5%-%-%5%*%2%

abadgadgadg

Interlink / Interlink
15121-**266-13--8-27Express / Direct

2%2%1%-%2%1%2%1%-%4%-%-%8%-%2%

adgadfg

1214**-*266-16--2-27TNT Express
2%2%1%2%-%1%2%1%-%5%-%-%1%-%2%

adg

1191**1197-6--4220APC
2%2%2%2%2%2%2%1%-%2%-%-%3%1%2%

883*12143153-2117TNT
1%1%5%4%7%5%1%1%2%1%3%-%2%1%1%

aaag

761-*1124-3*-5113DPD
1%1%3%-%3%4%1%1%-%1%*%-%4%1%1%

aaeg

661*-1121-8--4-13UK Mail
1%1%2%3%-%3%1%*%-%2%-%-%4%-%1%

agag

831--1104-6*-**11Yodel
1%1%1%-%-%2%1%1%-%2%1%-%*%*%1%

551***9315--1-10DX
1%1%3%5%5%1%1%1%1%2%-%-%1%-%1%

aaa

36----10-35--2*10Parcels to go
1%1%-%-%-%-%1%-%5%2%-%-%2%*%1%

dggg
Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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QV4. And who does your organisation use for its mail service? Combined
Base: All respondents



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

baedcbagfed*cbaSignificance Level: 95%
68551529250581849084865428095161161191200Unweighted total
62357748893011524625930989161031191200Weighted total

4-*--*42-*--2-4Interparcel
1%-%*%-%-%1%*%1%-%*%-%-%2%-%*%

*31-**2*-2*-*-3Pitney Bowes
*%1%1%-%3%1%*%*%-%1%*%-%*%-%*%

aaa

11*--*2*-*-*1-2Fastway Couriers
*%*%*%-%-%*%*%*%-%*%-%3%1%-%*%

Whistl (Previously known
*2*-*-22----*-2as TNT Post)
*%*%*%-%2%-%*%*%-%-%-%-%*%-%*%

a

2-*--*2*-1*---2Local Courier
*%-%*%-%-%1%*%*%-%*%*%-%-%-%*%

1-----1--1----1Collect Plus
*%-%-%-%-%-%*%-%-%*%-%-%-%-%*%

***-*-*---1---1Neo Post
*%*%*%-%1%-%*%-%-%-%1%-%-%-%*%

a

*-*--*------*-*Priority Express
*%-%*%-%-%*%-%-%-%-%-%-%*%-%*%

*-*-*--*------*Legal Post
*%-%*%-%1%-%-%*%-%-%-%-%-%-%*%

a

Secured Mail (Previously
---------------City Link Post)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

MHI (Mail Handling
---------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Eagle Couriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Lynx
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------First Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------One Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Wey Group International
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------ENC
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fast Track
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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QV4. And who does your organisation use for its mail service? Combined
Base: All respondents



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

baedcbagfed*cbaSignificance Level: 95%
68551529250581849084865428095161161191200Unweighted total
62357748893011524625930989161031191200Weighted total

---------------Tuffnels
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Euro
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------UK / British Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Freight - Better / Night
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Global Mailing
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Haynes
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Business Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------AJG Parcels
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Parcel Line
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Coopers Carriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------DHS
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Securicor
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*-----*---*---*None
*%-%-%-%-%-%*%-%-%-%*%-%-%-%*%

---------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

9212-*1287372*5230Other answers
1%4%3%-%2%4%2%1%4%2%3%1%5%1%2%

bg

48442232562187437947197781058109906NET: RM Only
78%73%68%63%69%69%76%82%80%64%88%64%56%91%76%

bdebebebebefg

137149143292728012110964511286NET: RM and other
22%26%30%37%25%30%24%17%20%35%11%36%43%9%24%

aaaaadfgadfg

NET: Provider other than
361-*173-32-1-8RM only
*%1%2%-%5%2%1%1%-%1%2%-%1%-%1%

aa
Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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QV4. And who does your organisation use for its mail service? Combined
Base: All respondents



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*gfedcbacbaba*dcbaSignificance Level: 95%
24362971472236063085893033088922985744791200Unweighted total
3163460142212712240622338240960564575801200Weighted total

3163459142212709236619338236956559575781192Royal Mail
100%99%100%98%100%100%100%98%100%100%98%100%100%93%100%100%99%

dbcc

-13-41425192381931*242850Parcelforce
-%7%7%-%2%7%3%8%4%2%8%3%4%4%8%5%4%

dddaba

-*-23434142381431**32645Hermes
-%1%-%3%2%2%5%6%4%2%6%3%4%*%6%4%4%

aac

-1*5482012234122711421638DHL
-%4%1%9%3%4%3%5%4%1%5%3%10%22%4%3%3%

acaaab

-12456142210-22101631632UPS
-%5%5%7%3%3%2%9%2%-%9%1%10%9%6%3%3%

aabaaa

-1*253161711-1711*4*1628FedEx
-%5%1%3%3%1%2%7%2%-%7%1%7%7%1%3%2%

abaa

Interlink / Interlink
-*2*-615207-207*-7827Express / Direct
-%1%7%1%-%3%2%8%1%-%8%1%3%-%13%1%2%

acdcabaac

2--*42181863189-*2927TNT Express
84%-%-%*%3%1%3%7%1%1%7%1%-%*%4%2%2%

aba

---223111153119-*-520APC
-%-%-%3%1%1%2%5%1%1%5%1%-%1%-%1%2%

aba

-*1*2112115111612*817TNT
-%2%3%*%1%*%2%5%1%*%5%1%18%2%*%1%1%

aba

-***-3848149*21613DPD
-%1%1%*%-%1%1%2%1%*%2%1%3%3%1%1%1%

-**12*685-85*1-413UK Mail
-%1%1%2%1%*%1%3%1%-%3%1%4%1%-%1%1%

aba

--*2-3556-56--1811Yodel
-%-%*%3%-%1%1%2%1%-%2%1%-%-%1%1%1%

caa

-1223-256-56*-2310DX
-%8%6%4%2%-%*%2%1%-%2%1%4%-%4%*%1%

ababababaaa

----13355-55--1510Parcels to go
-%-%-%-%1%1%*%2%1%-%2%1%-%-%2%1%1%

aa
Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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QV4. And who does your organisation use for its mail service? Combined
Base: All respondents



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*gfedcbacbaba*dcbaSignificance Level: 95%
24362971472236063085893033088922985744791200Unweighted total
3163460142212712240622338240960564575801200Weighted total

------44--4--2-24Interparcel
-%-%-%-%-%-%1%2%-%-%2%-%-%4%-%*%*%

abaa

--****2*3-*3-3--3Pitney Bowes
-%-%*%*%*%*%*%*%*%-%*%*%-%4%-%-%*%

a

---***11**11-1-12Fastway Couriers
-%-%-%1%*%*%*%*%*%*%*%*%-%1%-%*%*%

Whistl (Previously known
----*-2-2--2*-2-2as TNT Post)
-%-%-%-%*%-%*%-%*%-%-%*%3%-%3%-%*%

a

---1*--2--2-*-1*2Local Courier
-%-%-%2%*%-%-%1%-%-%1%-%3%-%2%*%*%

abbaa

---1---1--1----11Collect Plus
-%-%-%2%-%-%-%1%-%-%1%-%-%-%-%*%*%

aba

---**---1--1----1Neo Post
-%-%-%1%*%-%-%-%*%-%-%*%-%-%-%-%*%

a

------**--*-----*Priority Express
-%-%-%-%-%-%*%*%-%-%*%-%-%-%-%-%*%

----*---*--*----*Legal Post
-%-%-%-%*%-%-%-%*%-%-%*%-%-%-%-%*%

Secured Mail (Previously
-----------------City Link Post)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

MHI (Mail Handling
-----------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Eagle Couriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Lynx
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------First Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------One Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Wey Group International
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------ENC
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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QV4. And who does your organisation use for its mail service? Combined
Base: All respondents



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*gfedcbacbaba*dcbaSignificance Level: 95%
24362971472236063085893033088922985744791200Unweighted total
3163460142212712240622338240960564575801200Weighted total

-----------------Fast Track
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Tuffnels
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Euro
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------UK / British Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Freight - Better / Night
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Global Mailing
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Haynes
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Business Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------AJG Parcels
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Parcel Line
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Coopers Carriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------DHS
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Securicor
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-------*--*----**None
-%-%-%-%-%-%-%*%-%-%*%-%-%-%-%*%*%

-----------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-**2411108192821-132130Other answers
-%1%1%4%3%5%1%3%3%1%3%2%-%1%5%4%2%

aaa

*12254211315954810748831110779934034436906NET: RM Only
16%76%74%69%79%75%77%45%78%92%45%83%51%63%59%75%76%

cbcbbc

2491729531611281312712815831924142286NET: RM and other
84%23%25%29%21%25%23%53%21%8%53%16%49%30%41%25%24%

abaaa

NET: Provider other than
-**2*1343144-5-28RM only
-%1%*%2%*%*%*%2%*%*%2%*%-%7%-%*%1%

aaab

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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QV4. And who does your organisation use for its mail service? Combined
Base: All respondents



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cbababa*e*dcbaSignificance Level: 95%
142749111421057981101292642644921200Unweighted total

828690615310461071092242440634911200Weighted total

-28690614610461001092242438624901192Royal Mail
-%100%100%95%100%93%100%99%99%95%99%100%99%

bbc

248-143674362343350Parcelforce
25%17%-%9%3%7%4%27%7%9%7%7%4%

aa

*45-1926162912*73345Hermes
6%16%-%12%3%15%3%5%7%1%11%7%4%

aaac

*38-211811273*7*2438DHL
3%13%-%13%2%11%2%11%2%17%1%5%3%

aaaab

131-2310171553841232UPS
8%11%-%15%1%16%1%22%12%21%6%2%3%

aaaab

126-111791942711428FedEx
19%9%-%7%2%8%2%16%8%18%2%3%2%

aaaab

Interlink / Interlink
-27-151210177725627Express / Direct
-%9%-%10%1%9%2%29%29%4%8%1%2%

aaaa

-27-1798181-381227TNT Express
-%9%-%11%1%8%2%3%-%9%12%3%2%

aaaaa

*20-1461010*4*51120APC
3%7%-%9%1%9%1%1%15%*%8%2%2%

aaaa

116-107611-*17917TNT
12%6%-%6%1%6%1%-%2%2%11%2%1%

aaaa

112-77771124513DPD
19%4%-%4%1%6%1%3%5%4%6%1%1%

aaaa

*12-676732*-813UK Mail
6%4%-%4%1%6%1%11%8%1%-%2%1%

aaa

-11-5638**-3811Yodel
-%4%-%3%1%3%1%*%1%-%5%2%1%

aa

*10-55461***710DX
3%4%-%3%1%4%1%5%1%*%*%1%1%

aaa

-10-37282--2510Parcels to go
-%3%-%2%1%2%1%10%-%-%4%1%1%

a
Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c
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QV4. And who does your organisation use for its mail service? Combined
Base: All respondents



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cbababa*e*dcbaSignificance Level: 95%
142749111421057981101292642644921200Unweighted total

828690615310461071092242440634911200Weighted total

-4-4-4---*-44Interparcel
-%1%-%3%-%4%-%-%-%*%-%1%*%

aaa

3--3-3-**-*-3Pitney Bowes
40%-%-%2%-%3%-%1%1%-%*%-%*%

aa

*1-1*11--1-12Fastway Couriers
6%1%-%1%*%1%*%-%-%1%-%*%*%

aa

Whistl (Previously known
-2-2--2----22as TNT Post)
-%1%-%1%-%-%*%-%-%-%-%*%*%

aa

-2-1*111---12Local Courier
-%1%-%1%*%1%*%5%-%-%-%*%*%

aaa

-1--1-1--1--1Collect Plus
-%*%-%-%*%-%*%-%-%3%-%-%*%

a

**-****----*1Neo Post
6%*%-%*%*%*%*%-%-%-%-%*%*%

-*-*-*--*---*Priority Express
-%*%-%*%-%*%-%-%*%-%-%-%*%

-*--*-*----**Legal Post
-%*%-%-%*%-%*%-%-%-%-%*%*%

Secured Mail (Previously
-------------City Link Post)
-%-%-%-%-%-%-%-%-%-%-%-%-%

MHI (Mail Handling
-------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Eagle Couriers
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Lynx
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------First Post
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------One Post
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Wey Group International
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------ENC
-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Produced by OLR
OFC1885
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QV4. And who does your organisation use for its mail service? Combined
Base: All respondents



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cbababa*e*dcbaSignificance Level: 95%
142749111421057981101292642644921200Unweighted total

828690615310461071092242440634911200Weighted total

-------------Fast Track
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Tuffnels
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Euro
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------UK / British Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Freight - Better / Night
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Global Mailing
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Haynes
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Business Post
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------AJG Parcels
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Parcel Line
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Coopers Carriers
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------DHS
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Securicor
-%-%-%-%-%-%-%-%-%-%-%-%-%

----------*-*None
-%-%-%-%-%-%-%-%-%-%1%-%*%

-------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%

129-18121317*1122130Other answers
11%10%-%12%1%12%2%1%6%3%3%4%2%

aaa

--906-906-906761720319906NET: RM Only
-%-%100%-%87%-%83%28%23%42%31%65%76%

bbbbc

-286-14614010018617192142172286NET: RM and other
-%100%-%95%13%93%17%71%77%53%67%35%24%

aaaaa

NET: Provider other than
8--8-8-**2118RM only

100%-%-%5%-%7%-%1%1%5%1%*%1%

aaa
Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c
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QV4. And who does your organisation use for its mail service? Combined
Base: All respondents



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
13311374213009342819259398523113273511043422066431200Unweighted total
10111324172866346788266361522111567010823252196431200Weighted total

10011254142866343785263360518111066510763242166381192Royal Mail
99%99%99%100%100%99%100%99%100%99%100%99%99%100%99%99%99%

12452514-353125204540313718121950Parcelforce
12%4%6%5%-%10%4%10%5%9%4%5%3%6%5%3%4%

abcabcegabcga

1412323-20221713383323291442445Hermes
1%4%5%8%-%6%3%6%3%7%3%3%3%4%2%4%4%

abcgabceg

6382515-19201112293627361172138DHL
6%3%6%5%-%6%3%4%3%5%3%4%3%3%3%3%3%

bacg

826224-2821229312314231381132UPS
8%2%5%1%-%8%3%8%3%6%2%2%2%4%4%2%3%

bbcabcegabcega

624244-2317215272215211331228FedEx
6%2%6%1%-%7%2%8%1%5%2%2%2%4%1%2%2%

bbcabcegabceg

Interlink / Interlink
92719--27142310272014181310427Express / Direct
9%2%5%-%-%8%2%8%3%5%2%2%2%4%5%1%2%

bbcabcegabcgaa

825132-2218171121241720661527TNT Express
8%2%3%1%-%6%2%6%3%4%2%2%2%2%3%2%2%

abcabcegac

11894-1616138201791793820APC
1%2%2%1%-%5%2%5%2%4%2%1%2%3%1%1%2%

cabcgabcg

21494-131376101151165617TNT
2%1%2%1%-%4%2%3%2%2%1%1%1%2%2%1%1%

abc

41383-9794111281234613DPD
4%1%2%1%-%3%1%3%1%2%1%1%1%1%2%1%1%

babcg

51212-*13511312108875113UK Mail
5%1%3%-%4%4%1%4%1%2%1%1%1%2%2%*%1%

bbcabcegacgaa

3993-87731011857*411Yodel
3%1%2%1%-%2%1%3%1%2%1%1%1%2%*%1%1%

bacgaab

11086-3102291081041410DX
1%1%2%2%-%1%1%1%1%2%1%1%1%1%1%1%1%

41073-7674107478-210Parcels to go
4%1%2%1%-%2%1%3%1%2%1%1%1%2%-%*%1%

babcgacab

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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QV4. And who does your organisation use for its mail service? Combined
Base: All respondents



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
13311374213009342819259398523113273511043422066431200Unweighted total
10111324172866346788266361522111567010823252196431200Weighted total

244--424-42*2-*24Interparcel
2%*%1%-%-%1%*%2%-%1%*%*%*%-%*%*%*%

abcegbc

*31*-*****333*3*3Pitney Bowes
*%*%*%*%-%*%*%*%*%*%*%*%*%*%1%*%*%

a

121--21212212-112Fastway Couriers
1%*%*%-%-%1%*%1%*%*%*%*%*%-%*%*%*%

Whistl (Previously known
-222--*--2222--22as TNT Post)
-%*%*%1%-%-%*%-%-%*%*%*%*%-%-%*%*%

-22*-222*22222-*2Local Courier
-%*%*%*%-%*%*%1%*%*%*%*%*%1%-%*%*%

11---1-1-11111--1Collect Plus
1%*%-%-%-%*%-%*%-%*%*%*%*%*%-%-%*%

ab

-1-*--1-*-111-**1Neo Post
-%*%-%*%-%-%*%-%*%-%*%*%*%-%*%*%*%

-**--*---*****--*Priority Express
-%*%*%-%-%*%-%-%-%*%*%*%*%*%-%-%*%

-*---***-****--**Legal Post
-%*%-%-%-%*%*%*%-%*%*%*%*%-%-%*%*%

Secured Mail (Previously
-----------------City Link Post)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

MHI (Mail Handling
-----------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Eagle Couriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Lynx
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------First Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------One Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Wey Group International
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------ENC
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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QV4. And who does your organisation use for its mail service? Combined
Base: All respondents



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
13311374213009342819259398523113273511043422066431200Unweighted total
10111324172866346788266361522111567010823252196431200Weighted total

-----------------Fast Track
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Tuffnels
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Euro
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------UK / British Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Freight - Better / Night
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Global Mailing
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Haynes
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Business Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------AJG Parcels
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Parcel Line
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Coopers Carriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------DHS
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Securicor
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--*--*-*-*-----**None
-%-%*%-%-%*%-%*%-%*%-%-%-%-%-%*%*%

-----------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

42815431921151024281628732030Other answers
4%2%4%2%47%5%3%6%3%5%3%2%3%2%1%3%2%

cabcgabc

498592532153146604103260272860492846222165512906NET: RM Only
49%76%61%75%49%42%77%39%72%52%77%73%78%68%75%80%76%

accadfdffdefdfbdefc

5026716071319718116110024624917323010252126286NET: RM and other
50%24%38%25%51%57%23%60%28%47%22%26%21%31%24%20%24%

abbcabcdegacabcegaa
Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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QV4. And who does your organisation use for its mail service? Combined
Base: All respondents



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
13311374213009342819259398523113273511043422066431200Unweighted total
10111324172866346788266361522111567010823252196431200Weighted total

NET: Provider other than
173*-323135551358RM only
1%1%1%*%-%1%*%1%*%1%*%1%1%*%1%1%1%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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QV4. And who does your organisation use for its mail service? Combined
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbac*babaSignificance Level: 95%
116931149183115572141169946117610171166108316667749011200Unweighted total
11891216516711497056117093311749861165109317627398831200Weighted total

11790716216411417016116292611669791157109317627398831192Royal Mail
100%99%98%98%99%99%100%99%99%99%99%99%100%100%100%100%100%99%

33114114636246434745454034263750Parcelforce
3%3%8%7%4%5%37%4%5%4%5%4%4%18%7%3%4%4%

b

-252054126-453644354435*3252545Hermes
-%3%12%3%4%4%-%4%4%4%4%4%3%1%5%3%3%4%

bc

12512103527-383738373838-*243238DHL
1%3%7%6%3%4%-%3%4%3%4%3%3%-%*%3%4%3%

bcb

1257132922-323232303229-2142132UPS
*%3%4%8%3%3%-%3%3%3%3%3%3%-%3%2%2%3%

ab

1224142525-28272823282311101928FedEx
1%2%2%8%2%4%-%2%3%2%2%2%2%9%2%1%2%2%

ab

Interlink / Interlink
118782722-27252722272114172127Express / Direct
1%2%4%5%2%3%-%2%3%2%2%2%2%9%6%2%2%2%

bc

319542718-272427252723-4152127TNT Express
2%2%3%2%2%3%-%2%3%2%3%2%2%-%6%2%2%2%

c

*11832015-201920142019**13920APC
*%1%5%2%2%2%-%2%2%2%1%2%2%3%*%2%1%2%

bc

27821410-171314131416-*13717TNT
2%1%5%1%1%1%-%1%1%1%1%1%1%-%1%2%1%1%

b

*9451310-131313131312--81013DPD
*%1%2%3%1%1%-%1%1%1%1%1%1%-%-%1%1%1%

b

-583138-131313131312-*81113UK Mail
-%1%5%2%1%1%-%1%1%1%1%1%1%-%*%1%1%1%

bc

-74-117-1191191111-*5811Yodel
-%1%2%-%1%1%-%1%1%1%1%1%1%-%*%1%1%1%

*821109-10101010109-16710DX
*%1%1%1%1%1%-%1%1%1%1%1%1%-%2%1%1%1%

-642107-10101010109*-81010Parcels to go
-%1%2%1%1%1%-%1%1%1%1%1%1%3%-%1%1%1%

-22442-444444--*44Interparcel
-%*%1%3%*%*%-%*%*%*%*%*%*%-%-%*%*%*%

bab

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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QV4. And who does your organisation use for its mail service? Combined
Base: All respondents



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbac*babaSignificance Level: 95%
116931149183115572141169946117610171166108316667749011200Unweighted total
11891216516711497056117093311749861165109317627398831200Weighted total

-3**3*-33333-----3Pitney Bowes
-%*%*%*%*%*%-%*%*%*%*%*%-%-%-%-%-%*%

*1*12*-222221--112Fastway Couriers
*%*%*%1%*%*%-%*%*%*%*%*%*%-%-%*%*%*%

Whistl (Previously known
-2--22-222222--*22as TNT Post)
-%*%-%-%*%*%-%*%*%*%*%*%*%-%-%*%*%*%

-2-*2*-222222--112Local Courier
-%*%-%*%*%*%-%*%*%*%*%*%*%-%-%*%*%*%

-1-111-111111--1-1Collect Plus
-%*%-%1%*%*%-%*%*%*%*%*%*%-%-%*%-%*%

*-*-11-11111*--**1Neo Post
*%-%*%-%*%*%-%*%*%*%*%*%*%-%-%*%*%*%

-*--**-******--***Priority Express
-%*%-%-%*%*%-%*%*%*%*%*%*%-%-%*%*%*%

-*--*--******--***Legal Post
-%*%-%-%*%-%-%*%*%*%*%*%*%-%-%*%*%*%

Secured Mail (Previously
------------------City Link Post)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

MHI (Mail Handling
------------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Eagle Couriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Lynx
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------First Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------One Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Wey Group International
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------ENC
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Fast Track
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Tuffnels
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Euro
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Produced by OLR
OFC1885
Issue date: 18/01/16
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QV4. And who does your organisation use for its mail service? Combined
Base: All respondents



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbac*babaSignificance Level: 95%
116931149183115572141169946117610171166108316667749011200Unweighted total
11891216516711497056117093311749861165109317627398831200Weighted total

------------------UK / British Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Freight - Better / Night
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Global Mailing
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Haynes
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Business Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------AJG Parcels
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Parcel Line
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Coopers Carriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------DHS
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Securicor
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*--**-***-*-----*None
-%*%-%-%*%*%-%*%*%*%-%*%-%-%-%-%-%*%

------------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

721162920-302727242724-3162130Other answers
6%2%*%4%3%3%-%3%3%2%2%2%2%-%5%2%2%2%

ab

987149210386950148816698907328838421341565680906NET: RM Only
83%78%56%62%76%71%63%75%72%76%74%76%77%75%67%76%77%76%

aaaccdd

2019470612722012282257276247275251420174203286NET: RM and other
17%21%43%36%24%28%37%24%28%24%25%24%23%25%33%24%23%24%

bcabbac

NET: Provider other than
*53384-87878-----8RM only
*%1%2%2%1%1%-%1%1%1%1%1%-%-%-%-%-%1%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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QV4. And who does your organisation use for its mail service? Combined
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

bababababacbaSignificance Level: 95%
1714596222359960941106480720102967991200Unweighted total
167379742186893811110894737271026651031200Weighted total

161349742186893811110804687241022641011192Royal Mail
97%93%100%100%100%100%100%99%99%100%100%99%97%99%

a

42943624364423273281050Parcelforce
25%24%4%3%3%5%6%4%5%4%3%12%10%4%

cc

3692718629-451332315945Hermes
22%23%3%8%8%3%-%4%3%4%3%8%9%4%

babcc

3361919624*38122621*1538DHL
20%15%2%9%9%3%*%3%3%4%2%*%14%3%

babc

239221042413116171551032UPS
14%24%2%4%6%3%1%3%3%2%1%8%9%3%

cc

2161610514*271512175628FedEx
13%17%2%5%8%2%*%3%3%2%2%8%6%2%

bacc

Interlink / Interlink
62207118-278181411127Express / Direct
4%4%2%3%1%2%-%2%2%3%1%2%11%2%

bc

6-225*19423819183627TNT Express
4%-%2%2%1%2%4%2%2%3%2%5%5%2%

c

33146118-20515132520APC
2%7%1%3%2%2%-%2%1%2%1%3%5%2%

c

134133-15-17413511217TNT
8%10%1%2%-%2%-%2%1%2%*%1%11%1%

bc

2157-92128611-213DPD
1%4%1%3%-%1%1%1%2%1%1%-%2%1%

b

121102-10-1331072213UK Mail
7%2%1%1%-%1%-%1%1%1%1%3%2%1%

c

925627-11659*211Yodel
5%6%1%3%3%1%-%1%1%1%1%1%2%1%

ba

10110*-5-10198-110DX
6%2%1%*%-%1%-%1%*%1%1%-%1%1%

b

4-73-5-10-108-210Parcels to go
2%-%1%1%-%1%-%1%-%1%1%-%2%1%

b
Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
Produced by OLR
OFC1885
Issue date: 18/01/16
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QV4. And who does your organisation use for its mail service? Combined
Base: All respondents



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

bababababacbaSignificance Level: 95%
1714596222359960941106480720102967991200Unweighted total
167379742186893811110894737271026651031200Weighted total

*22223-422--44Interparcel
*%6%*%1%2%*%-%*%*%*%-%-%4%*%

bac

3*-----3213-*3Pitney Bowes
2%1%-%-%-%-%-%*%*%*%*%-%*%*%

1*1*-1-2-21**2Fastway Couriers
1%*%*%*%-%*%-%*%-%*%*%1%*%*%

Whistl (Previously known
2--2*--2-2*-22as TNT Post)
1%-%-%1%*%-%-%*%-%*%*%-%2%*%

bc

1*2--1-2112--2Local Courier
1%1%*%-%-%*%-%*%*%*%*%-%-%*%

1--1-1-11---11Collect Plus
1%-%-%1%-%*%-%*%*%-%-%-%1%*%

bc

*-*--*-1-11--1Neo Post
*%-%*%-%-%*%-%*%-%*%*%-%-%*%

--*--*-*-**--*Priority Express
-%-%*%-%-%*%-%*%-%*%*%-%-%*%

*-*--*-*-**--*Legal Post
*%-%*%-%-%*%-%*%-%*%*%-%-%*%

Secured Mail (Previously
--------------City Link Post)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

MHI (Mail Handling
--------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Eagle Couriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Lynx
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------First Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------One Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Wey Group International
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------ENC
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fast Track
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Produced by OLR
OFC1885
Issue date: 18/01/16
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QV4. And who does your organisation use for its mail service? Combined
Base: All respondents



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

bababababacbaSignificance Level: 95%
1714596222359960941106480720102967991200Unweighted total
167379742186893811110894737271026651031200Weighted total

--------------Tuffnels
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Euro
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------UK / British Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Freight - Better / Night
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Global Mailing
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Haynes
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Business Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------AJG Parcels
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Parcel Line
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Coopers Carriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------DHS
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Securicor
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*------**-*--*None
*%-%-%-%-%-%-%*%*%-%*%-%-%*%

--------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

101244324228101923-630Other answers
6%2%3%2%4%3%2%3%2%3%2%-%6%2%

bc

--76614046726978093685388404224906NET: RM Only
-%-%79%64%68%77%87%74%78%74%82%64%23%76%

aaaba

161342087822212142721001861822377286NET: RM and other
97%93%21%36%32%23%13%25%21%26%18%35%75%24%

bbcbc

NET: Provider other than
53-----8535*38RM only
3%7%-%-%-%-%-%1%1%*%*%1%3%1%

c
Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Produced by OLR
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QV4. And who does your organisation use for its mail service? Combined
Base: All respondents



Satisfaction with
MonthMonthMonthother main provider

DecNovOctJunMayAprMarFebJanDissatisfiedSatisfiedTOTAL

cbacbacba*baSignificance Level: 95%
141112144245956012317011041881200Unweighted total
145132120247975614116210061751200Weighted total

143131118246975514016210061681192Royal Mail
99%99%98%100%100%98%100%100%100%100%96%99%

855971475-4250Parcelforce
6%4%4%4%7%1%3%4%5%-%24%4%

9441532323-4445Hermes
6%3%4%6%3%3%2%1%3%-%25%4%

454421410523038DHL
3%4%3%1%2%2%3%6%5%37%17%3%

84*32*57452732UPS
5%3%*%1%2%1%3%4%4%74%15%3%

a

7423-*443-2628FedEx
5%3%1%1%-%*%3%3%3%-%15%2%

Interlink / Interlink
65254-22--827Express / Direct
4%4%2%2%4%-%2%1%-%-%4%2%

*9662-22--627TNT Express
*%7%5%2%2%-%1%1%-%-%4%2%

cc

2-12-1337-620APC
2%-%1%1%-%2%2%2%7%-%3%2%

b

---37*115-1417TNT
-%-%-%1%7%*%1%1%5%-%8%1%

cb

6-31*-22*-413DPD
4%-%3%*%*%-%1%1%*%-%2%1%

b

*4**53-*--1213UK Mail
*%3%*%*%5%5%-%*%-%-%7%1%

cc

5-31-1*2-2911Yodel
3%-%2%*%-%1%*%1%-%26%5%1%

3*2*1-22--910DX
2%*%1%*%1%-%1%1%-%-%5%1%

122-3-*---410Parcels to go
1%2%2%-%3%-%*%-%-%-%2%1%

c

2--2---*-2*4Interparcel
2%-%-%1%-%-%-%*%-%37%*%*%

--2*-*-**-33Pitney Bowes
-%-%2%*%-%*%-%*%*%-%2%*%

-1----*1--12Fastway Couriers
-%1%-%-%-%-%*%*%-%-%1%*%

Columns Tested: a,b - a,b,c - a,b,c - a,b,c

Produced by OLR
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QV4. And who does your organisation use for its mail service? Combined
Base: All respondents



Satisfaction with
MonthMonthMonthother main provider

DecNovOctJunMayAprMarFebJanDissatisfiedSatisfiedTOTAL

cbacbacba*baSignificance Level: 95%
141112144245956012317011041881200Unweighted total
145132120247975614116210061751200Weighted total

Whistl (Previously known
----2--*--22as TNT Post)
-%-%-%-%2%-%-%*%-%-%1%*%

c

---*1---*-12Local Courier
-%-%-%*%1%-%-%-%*%-%1%*%

---1------11Collect Plus
-%-%-%*%-%-%-%-%-%-%1%*%

--*---*---*1Neo Post
-%-%*%-%-%-%*%-%-%-%*%*%

--------*--*Priority Express
-%-%-%-%-%-%-%-%*%-%-%*%

*---------**Legal Post
*%-%-%-%-%-%-%-%-%-%*%*%

Secured Mail (Previously
------------City Link Post)
-%-%-%-%-%-%-%-%-%-%-%-%

MHI (Mail Handling
------------International)
-%-%-%-%-%-%-%-%-%-%-%-%

------------Eagle Couriers
-%-%-%-%-%-%-%-%-%-%-%-%

------------Lynx
-%-%-%-%-%-%-%-%-%-%-%-%

------------First Post
-%-%-%-%-%-%-%-%-%-%-%-%

------------One Post
-%-%-%-%-%-%-%-%-%-%-%-%

------------Wey Group International
-%-%-%-%-%-%-%-%-%-%-%-%

------------ENC
-%-%-%-%-%-%-%-%-%-%-%-%

------------Fast Track
-%-%-%-%-%-%-%-%-%-%-%-%

------------Tuffnels
-%-%-%-%-%-%-%-%-%-%-%-%

------------Euro
-%-%-%-%-%-%-%-%-%-%-%-%

------------UK / British Mail
-%-%-%-%-%-%-%-%-%-%-%-%

------------Freight - Better / Night
-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c - a,b,c

Produced by OLR
OFC1885
Issue date: 18/01/16
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QV4. And who does your organisation use for its mail service? Combined
Base: All respondents



Satisfaction with
MonthMonthMonthother main provider

DecNovOctJunMayAprMarFebJanDissatisfiedSatisfiedTOTAL

cbacbacba*baSignificance Level: 95%
141112144245956012317011041881200Unweighted total
145132120247975614116210061751200Weighted total

------------Global Mailing
-%-%-%-%-%-%-%-%-%-%-%-%

------------Haynes
-%-%-%-%-%-%-%-%-%-%-%-%

------------Business Post
-%-%-%-%-%-%-%-%-%-%-%-%

------------AJG Parcels
-%-%-%-%-%-%-%-%-%-%-%-%

------------Parcel Line
-%-%-%-%-%-%-%-%-%-%-%-%

------------Coopers Carriers
-%-%-%-%-%-%-%-%-%-%-%-%

------------DHS
-%-%-%-%-%-%-%-%-%-%-%-%

------------Securicor
-%-%-%-%-%-%-%-%-%-%-%-%

-*---------*None
-%*%-%-%-%-%-%-%-%-%-%*%

------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%

1--8-4844-1130Other answers
1%-%-%3%-%7%6%3%4%-%6%2%

b

10810286194674510512970--906NET: RM Only
75%78%71%78%69%80%75%80%70%-%-%76%

3529325330103533306168286NET: RM and other
24%22%26%21%31%19%25%20%30%100%96%24%

NET: Provider other than
213*-1*1*-78RM only
1%1%2%*%-%2%*%*%*%-%4%1%

Columns Tested: a,b - a,b,c - a,b,c - a,b,c
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QV4. And who does your organisation use for its mail service? Combined
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
734143167156827882106907164100611200Unweighted total

103250615784931821888670134123721200Weighted total

93147595576781661728065124107641092Royal Mail
90%94%97%97%90%84%92%92%92%92%92%87%89%91%

habhimabhim

15-*--233-125-16Hermes
1%-%1%-%-%2%1%1%-%2%2%4%-%1%

jl

10---1-521-*-*10APC
1%-%-%-%2%-%3%1%1%-%*%-%*%1%

jk

Interlink / Interlink
10---1-32---3-10Express / Direct

1%-%-%-%2%-%1%1%-%-%-%3%-%1%

jk

8-*--12-1---38TNT Express
1%-%*%-%-%2%1%-%1%-%-%-%4%1%

bfjklm

6--*1--3---1-6DHL
1%-%-%1%2%-%-%1%-%-%-%1%-%*%

6---12-2--**-6UPS
1%-%-%-%1%2%-%1%-%-%*%*%-%*%

6*----2*-1-*26FedEx
1%*%-%-%-%-%1%*%-%2%-%*%2%*%

4-**-2----3--5Parcelforce
*%-%1%1%-%2%-%-%-%-%2%-%-%*%

5----2-*---3-5UK Mail
*%-%-%-%-%2%-%*%-%-%-%3%-%*%

jkm

5*--21**-----5DPD
*%1%-%-%3%2%*%*%-%-%-%-%-%*%

jkm

4---*---21---4DX
*%-%-%-%*%-%-%-%3%2%-%-%-%*%

jklm

4----2-2-----4Interparcel
*%-%-%-%-%2%-%1%-%-%-%-%-%*%

3-*-----*-2--3Pitney Bowes
*%-%*%-%-%-%-%-%*%-%2%-%-%*%

2--*----**--12Yodel
*%-%-%1%-%-%-%-%*%*%-%-%2%*%

m

1-*-----1----2Parcels to go
*%-%1%-%-%-%-%-%1%-%-%-%-%*%

m

-1-----------1Fastway Couriers
-%2%-%-%-%-%-%-%-%-%-%-%-%*%

m
Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
Produced by OLR
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QV5a. Which would you say is your organisation's main mail service provider in terms of the volume of items mailed?
Base: All respondents



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
734143167156827882106907164100611200Unweighted total

103250615784931821888670134123721200Weighted total

1*---**------1TNT
*%*%-%-%-%*%*%-%-%-%-%-%-%*%

---*---------*Neo Post
-%-%-%1%-%-%-%-%-%-%-%-%-%*%

m

--*----------*Priority Express
-%-%*%-%-%-%-%-%-%-%-%-%-%*%

Secured Mail (Previously
--------------City Link Post)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

MHI (Mail Handling
--------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Whistl (Previously known
--------------as TNT Post)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Local Courier
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Eagle Couriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Lynx
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------First Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------One Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Wey Group International
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------ENC
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fast Track
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Tuffnels
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Euro
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------UK / British Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Freight - Better / Night
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Global Mailing
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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QV5a. Which would you say is your organisation's main mail service provider in terms of the volume of items mailed?
Base: All respondents



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
734143167156827882106907164100611200Unweighted total

103250615784931821888670134123721200Weighted total

--------------Haynes
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Business Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Legal Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------AJG Parcels
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Parcel Live
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Coopers Carriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------DHS
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Collect Plus
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Securicor
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-----------*None
-%1%-%-%-%-%-%-%-%-%-%-%-%*%

m

--------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

131*--3-*-133214Other answers
1%2%1%-%-%4%-%*%-%2%2%3%2%1%

jj

93147595576781661728065124107641092NET: RM
90%94%97%97%90%84%92%92%92%92%92%87%89%91%

habhimabhim

NET: Provider other than
10122281515167511168107RM

10%5%3%3%10%16%8%8%8%8%8%13%11%9%

jkjkjkljkljk

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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QV5a. Which would you say is your organisation's main mail service provider in terms of the volume of items mailed?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

baedcbagfed*cbaSignificance Level: 95%
68551529250581849084865428095161161191200Unweighted total
62357748893011524625930989161031191200Weighted total

5775154288271050430592738616771171092Royal Mail
93%89%88%93%86%88%91%93%100%88%97%97%74%98%91%

abebebbebeg

214----166-9---116Hermes
*%2%-%-%-%-%1%1%-%3%-%-%-%1%1%

be

641--1105-1--2-10APC
1%1%1%-%-%2%1%1%-%*%-%-%2%-%1%

Interlink / Interlink
45*-*-93-3--4-10Express / Direct
1%1%*%-%2%-%1%1%-%1%-%-%4%-%1%

adeg

44*--*82-6--*-8TNT Express
1%1%*%-%-%*%1%1%-%2%-%-%*%-%1%

6-**-*6*-41-*-6DHL
1%-%1%3%-%1%*%*%-%1%2%-%*%-%*%

aagg

331***5--*--5-6UPS
*%1%1%2%2%1%*%-%-%*%-%-%5%-%*%

adeg

24*-**5--3--3-6FedEx
*%1%1%-%3%1%*%-%-%1%-%-%3%-%*%

agg

14*-*-55-**---5Parcelforce
*%1%*%-%2%-%*%1%-%*%*%-%-%-%*%

41*--*51-3--*-5UK Mail
1%*%1%-%-%1%*%*%-%1%-%-%*%-%*%

231--14--1--315DPD
*%1%1%-%-%2%*%-%-%*%-%-%3%1%*%

aegg

31*-**41-1--1-4DX
*%*%1%-%2%1%*%*%-%*%-%-%1%-%*%

a

4-----42----2-4Interparcel
1%-%-%-%-%-%*%1%-%-%-%-%2%-%*%

e

*3*-**2*-2*---3Pitney Bowes
*%*%1%-%1%1%*%*%-%1%*%-%-%-%*%

2**--*21-1--*-2Yodel
*%*%1%-%-%1%*%*%-%*%-%-%*%-%*%

a

*1----2--1--*-2Parcels to go
*%*%-%-%-%-%*%-%-%*%-%-%*%-%*%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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QV5a. Which would you say is your organisation's main mail service provider in terms of the volume of items mailed?
Base: All respondents



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

baedcbagfed*cbaSignificance Level: 95%
68551529250581849084865428095161161191200Unweighted total
62357748893011524625930989161031191200Weighted total

**----1----**-1Fastway Couriers
*%*%-%-%-%-%*%-%-%-%-%3%*%-%*%

*11***-*----*-1TNT
*%*%1%2%2%1%-%*%-%-%-%-%*%-%*%

aaaa

-*----*---*---*Neo Post
-%*%-%-%-%-%*%-%-%-%1%-%-%-%*%

*-*--*------*-*Priority Express
*%-%*%-%-%*%-%-%-%-%-%-%*%-%*%

Secured Mail (Previously
---------------City Link Post)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

MHI (Mail Handling
---------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Whistl (Previously known
---------------as TNT Post)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Local Courier
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Eagle Couriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Lynx
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------First Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------One Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Wey Group International
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------ENC
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fast Track
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Tuffnels
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Euro
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------UK / British Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Freight - Better / Night
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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QV5a. Which would you say is your organisation's main mail service provider in terms of the volume of items mailed?
Base: All respondents



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

baedcbagfed*cbaSignificance Level: 95%
68551529250581849084865428095161161191200Unweighted total
62357748893011524625930989161031191200Weighted total

---------------Global Mailing
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Haynes
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Business Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Legal Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------AJG Parcels
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Parcel Live
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Coopers Carriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------DHS
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Collect Plus
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Securicor
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*-----*---*---*None
*%-%-%-%-%-%*%-%-%-%*%-%-%-%*%

---------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

3111--1134**--5-14Other answers
*%2%1%-%-%2%1%1%*%*%-%-%5%-%1%

badeg

5775154288271050430592738616771171092NET: RM
93%89%88%93%86%88%91%93%100%88%97%97%74%98%91%

abebebbebeg

NET: Provider other than
4661611410232*363*272107RM

7%11%12%7%14%12%9%7%*%12%3%3%26%2%9%

baadfgadefg

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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QV5a. Which would you say is your organisation's main mail service provider in terms of the volume of items mailed?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*gfedcbacbaba*dcbaSignificance Level: 95%
24362971472236063085893033088922985744791200Unweighted total
3163460142212712240622338240960564575801200Weighted total

3163353137193648172588332172920551465351092Royal Mail
100%99%96%88%96%91%91%72%95%98%72%96%91%79%80%92%91%

dadcbcbbc

-----11294296--2916Hermes
-%-%-%-%-%1%2%4%1%1%4%1%-%-%3%2%1%

aba

----2-691-91-*-410APC
-%-%-%-%1%-%1%4%*%-%4%*%-%*%-%1%1%

aba

Interlink / Interlink
---*-4572-72*-3210Express / Direct
-%-%-%*%-%2%1%3%*%-%3%*%3%-%5%*%1%

abaac

-----*872-72-*-18TNT Express
-%-%-%-%-%*%1%3%*%-%3%*%-%*%-%*%1%

aba

---3-2233-33-5-*6DHL
-%-%-%4%-%1%*%1%1%-%1%*%-%8%-%*%*%

abcab

---*32133-33--126UPS
-%-%-%*%2%1%*%1%*%-%1%*%-%-%2%*%*%

a

----*-66*-6**--56FedEx
-%-%-%-%*%-%1%2%*%-%2%*%4%-%-%1%*%

aba

-----*42*324-2-35Parcelforce
-%-%-%-%-%*%*%1%*%1%1%*%-%3%-%*%*%

ba

------532-32---35UK Mail
-%-%-%-%-%-%1%1%*%-%1%*%-%-%-%1%*%

aa

-----2322123-**15DPD
-%-%-%-%-%1%*%1%*%*%1%*%-%1%1%*%*%

-*12--*31-31--2-4DX
-%1%4%4%-%-%*%1%*%-%1%*%-%-%4%-%*%

aabcabcaa

------44--4--2-24Interparcel
-%-%-%-%-%-%1%2%-%-%2%-%-%4%-%*%*%

abaa

--*--*2*3-*3-2--3Pitney Bowes
-%-%*%-%-%*%*%*%*%-%*%*%-%4%-%-%*%

a

---*-**2--2---*22Yodel
-%-%-%*%-%*%*%1%-%-%1%-%-%-%1%*%*%

ba
Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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QV5a. Which would you say is your organisation's main mail service provider in terms of the volume of items mailed?
Base: All respondents



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*gfedcbacbaba*dcbaSignificance Level: 95%
24362971472236063085893033088922985744791200Unweighted total
3163460142212712240622338240960564575801200Weighted total

------21*-1*---*2Parcels to go
-%-%-%-%-%-%*%1%*%-%1%*%-%-%-%*%*%

-----***-***-*-*1Fastway Couriers
-%-%-%-%-%*%*%*%-%*%*%*%-%1%-%*%*%

---***-1--1-**--1TNT
-%-%-%*%*%*%-%*%-%-%*%-%2%1%-%-%*%

---*----*--*----*Neo Post
-%-%-%1%-%-%-%-%*%-%-%*%-%-%-%-%*%

a

------**--*-----*Priority Express
-%-%-%-%-%-%*%*%-%-%*%-%-%-%-%-%*%

Secured Mail (Previously
-----------------City Link Post)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

MHI (Mail Handling
-----------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Whistl (Previously known
-----------------as TNT Post)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Local Courier
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Eagle Couriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Lynx
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------First Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------One Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Wey Group International
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------ENC
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fast Track
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Tuffnels
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Euro
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------UK / British Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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QV5a. Which would you say is your organisation's main mail service provider in terms of the volume of items mailed?
Base: All respondents



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*gfedcbacbaba*dcbaSignificance Level: 95%
24362971472236063085893033088922985744791200Unweighted total
3163460142212712240622338240960564575801200Weighted total

-----------------Freight - Better / Night
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Global Mailing
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Haynes
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Business Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Legal Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------AJG Parcels
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Parcel Live
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Coopers Carriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------DHS
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Collect Plus
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Securicor
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-------*--*----**None
-%-%-%-%-%-%-%*%-%-%*%-%-%-%-%*%*%

-----------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---117468-68-*3914Other answers
-%-%-%1%*%3%*%2%1%-%2%1%-%*%5%2%1%

aaaa

3163353137193648172588332172920551465351092NET: RM
100%99%96%88%96%91%91%72%95%98%72%96%91%79%80%92%91%

dadcbcbbc

NET: Provider other than
-*1751964673376740*131244107RM
-%1%4%12%4%9%9%28%5%2%28%4%9%21%20%8%9%

cfcabaaaa
Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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QV5a. Which would you say is your organisation's main mail service provider in terms of the volume of items mailed?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cbababa*e*dcbaSignificance Level: 95%
142749111421057981101292642644921200Unweighted total

828690615310461071092242440634911200Weighted total

-186906501042-109217925394491092Royal Mail
-%65%100%33%100%-%100%73%39%62%63%91%91%

bbbbc

*15-16-16----51116Hermes
6%5%-%10%-%15%-%-%-%-%8%2%1%

aaaa

*10-10-10-*4*5110APC
3%3%-%7%-%9%-%1%15%*%8%*%1%

aaaa

Interlink / Interlink
-10-10-10-*522-10Express / Direct
-%3%-%6%-%9%-%1%22%4%4%-%1%

aaaaa

-8-8-8---35-8TNT Express
-%3%-%5%-%8%-%-%-%8%8%-%1%

aaaaa

-6-6*6-2-1-26DHL
-%2%-%4%*%6%-%10%-%4%-%*%*%

aaaa

*6-6-6-*-4-16UPS
2%2%-%4%-%5%-%1%-%10%-%*%*%

aaaab

-6-6-6-213-*6FedEx
-%2%-%4%-%5%-%7%6%6%-%*%*%

aaaab

23-5-5---1*35Parcelforce
25%1%-%3%-%5%-%-%-%4%*%1%*%

aaaa

-5-5-5--2--35UK Mail
-%2%-%3%-%5%-%-%7%-%-%1%*%

aaa

-5-5*5-11-125DPD
-%2%-%3%*%5%-%2%5%-%2%*%*%

aaa

*4-314-1--*14DX
3%1%-%2%*%4%-%5%-%-%*%*%*%

aaa

-4-4-4-----44Interparcel
-%1%-%3%-%4%-%-%-%-%-%1%*%

aaa

3--3-3----*-3Pitney Bowes
35%-%-%2%-%2%-%-%-%-%*%-%*%

aa

-2-2-2--*-112Yodel
-%1%-%1%-%2%-%-%1%-%1%*%*%

aaa
Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c
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QV5a. Which would you say is your organisation's main mail service provider in terms of the volume of items mailed?
Base: All respondents



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cbababa*e*dcbaSignificance Level: 95%
142749111421057981101292642644921200Unweighted total

828690615310461071092242440634911200Weighted total

-2-2-2----1*2Parcels to go
-%1%-%1%-%2%-%-%-%-%2%*%*%

aaaa

**-1-1---*-*1Fastway Couriers
6%*%-%1%-%1%-%-%-%1%-%*%*%

aa

**-1-1--*-*-1TNT
3%*%-%*%-%1%-%-%1%-%1%-%*%

aa

*--*-*------*Neo Post
6%-%-%*%-%*%-%-%-%-%-%-%*%

a

-*-*-*--*---*Priority Express
-%*%-%*%-%*%-%-%*%-%-%-%*%

Secured Mail (Previously
-------------City Link Post)
-%-%-%-%-%-%-%-%-%-%-%-%-%

MHI (Mail Handling
-------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%

Whistl (Previously known
-------------as TNT Post)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Local Courier
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Eagle Couriers
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Lynx
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------First Post
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------One Post
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Wey Group International
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------ENC
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fast Track
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Tuffnels
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Euro
-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c
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QV5a. Which would you say is your organisation's main mail service provider in terms of the volume of items mailed?
Base: All respondents



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cbababa*e*dcbaSignificance Level: 95%
142749111421057981101292642644921200Unweighted total

828690615310461071092242440634911200Weighted total

-------------UK / British Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Freight - Better / Night
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Global Mailing
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Haynes
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Business Post
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Legal Post
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------AJG Parcels
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Parcel Live
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Coopers Carriers
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------DHS
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Collect Plus
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Securicor
-%-%-%-%-%-%-%-%-%-%-%-%-%

----------*-*None
-%-%-%-%-%-%-%-%-%-%1%-%*%

-------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%

113-12214-*1-21014Other answers
11%5%-%8%*%13%-%1%5%-%3%2%1%

aaa

-186906501042-109217925394491092NET: RM
-%65%100%33%100%-%100%73%39%62%63%91%91%

bbbbc

NET: Provider other than
8100-1034107-615152342107RM

100%35%-%67%*%100%-%27%61%38%37%9%9%

aaaaa
Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c
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QV5a. Which would you say is your organisation's main mail service provider in terms of the volume of items mailed?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
13311374213009342819259398523113273511043422066431200Unweighted total
10111324172866346788266361522111567010823252196431200Weighted total

7710373542763256731192334423103061210062912005931092Royal Mail
77%92%85%97%53%74%93%72%93%81%92%91%93%90%92%92%91%

accadfdffdfdfdf

-1346-10674138886-716Hermes
-%1%1%2%-%3%1%3%1%2%1%1%1%2%-%1%1%

acgacg

185--1087*1085743410APC
1%1%1%-%-%3%1%3%*%2%1%1%1%1%1%1%1%

cabcegace

Interlink / Interlink
5105--106104101031041410Express / Direct
4%1%1%-%-%3%1%4%1%2%1%*%1%1%1%1%1%

abcabcegb

485--87828753-368TNT Express
4%1%1%-%-%2%1%3%1%2%1%1%*%-%1%1%1%

bcabcegac

162*-62146666-336DHL
1%1%1%*%-%2%*%1%1%1%1%1%1%-%1%1%*%

gc

163--65516636*336UPS
1%1%1%-%-%2%1%2%*%1%1%*%1%*%1%*%*%

cabce

145*-626-64345**6FedEx
1%*%1%*%-%2%*%2%-%1%*%*%*%2%*%*%*%

bcabcegega

*523-211-5431*-55Parcelforce
*%*%1%1%-%1%*%1%-%1%*%*%*%*%-%1%*%

ag

255--523-553331*5UK Mail
2%*%1%-%-%1%*%1%-%1%*%*%*%1%1%*%*%

caegea

152--534155352*35DPD
1%*%1%-%-%1%*%2%*%1%*%1%*%1%*%*%*%

cacg

-43*-3421344421-4DX
-%*%1%*%-%1%1%1%*%1%*%1%*%1%1%-%*%

aa

244--424-42-2--24Interparcel
2%*%1%-%-%1%*%2%-%1%*%-%*%-%-%*%*%

babcegabc

-2**--*-**333*3-3Pitney Bowes
-%*%*%*%-%-%*%-%*%*%*%*%*%*%1%-%*%

a
Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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QV5a. Which would you say is your organisation's main mail service provider in terms of the volume of items mailed?
Base: All respondents



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
13311374213009342819259398523113273511043422066431200Unweighted total
10111324172866346788266361522111567010823252196431200Weighted total

-*2--2*2*222*1*12Yodel
-%*%*%-%-%1%*%1%*%*%*%*%*%*%*%*%*%

bag

*22--222*22-21-*2Parcels to go
*%*%*%-%-%*%*%1%*%*%*%-%*%*%-%*%*%

b

11*--1-1*11*1--11Fastway Couriers
1%*%*%-%-%*%-%*%*%*%*%*%*%-%-%*%*%

b

*11*-*1*-1111-**1TNT
*%*%*%*%-%*%*%*%-%*%*%*%*%-%*%*%*%

-*----*-*-***--**Neo Post
-%*%-%-%-%-%*%-%*%-%*%*%*%-%-%*%*%

-**--*---*****--*Priority Express
-%*%*%-%-%*%-%-%-%*%*%*%*%*%-%-%*%

Secured Mail (Previously
-----------------City Link Post)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

MHI (Mail Handling
-----------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Whistl (Previously known
-----------------as TNT Post)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Local Courier
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Eagle Couriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Lynx
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------First Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------One Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Wey Group International
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------ENC
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fast Track
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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QV5a. Which would you say is your organisation's main mail service provider in terms of the volume of items mailed?
Base: All respondents



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
13311374213009342819259398523113273511043422066431200Unweighted total
10111324172866346788266361522111567010823252196431200Weighted total

-----------------Tuffnels
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Euro
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------UK / British Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Freight - Better / Night
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Global Mailing
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Haynes
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Business Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Legal Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------AJG Parcels
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Parcel Live
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Coopers Carriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------DHS
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Collect Plus
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Securicor
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--*--*-*-*-----**None
-%-%*%-%-%*%-%*%-%*%-%-%-%-%-%*%*%

-----------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

31211*31068613116114*814Other answers
3%1%3%*%47%3%1%3%2%3%1%1%1%1%*%1%1%

bcabcgabcg

7710373542763256731192334423103061210062912005931092NET: RM
77%92%85%97%53%74%93%72%93%81%92%91%93%90%92%92%91%

accadfdffdfdfdf

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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QV5a. Which would you say is your organisation's main mail service provider in terms of the volume of items mailed?
Base: All respondents



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
13311374213009342819259398523113273511043422066431200Unweighted total
10111324172866346788266361522111567010823252196431200Weighted total

NET: Provider other than
2395621038957742799855875331949107RM
23%8%15%3%47%26%7%28%7%19%8%9%7%10%8%8%9%

abbcabcdegabceg

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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QV5a. Which would you say is your organisation's main mail service provider in terms of the volume of items mailed?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbac*babaSignificance Level: 95%
116931149183115572141169946117610171166108316667749011200Unweighted total
11891216516711497056117093311749861165109317627398831200Weighted total

11284912613510466296106382710668911058100917556898171092Royal Mail
96%93%76%81%91%89%100%91%89%91%90%91%92%97%89%93%93%91%

aacc

-41241311-151616161610--7616Hermes
-%*%7%3%1%2%-%1%2%1%2%1%1%-%-%1%1%1%

bc

-553108-10101081010-*6310APC
-%1%3%2%1%1%-%1%1%1%1%1%1%-%*%1%*%1%

b

Interlink / Interlink
-5541010-1010107107-27510Express / Direct
-%1%3%3%1%1%-%1%1%1%1%1%1%-%4%1%1%1%

bbc

-8-387-888787-2278TNT Express
-%1%-%2%1%1%-%1%1%1%1%1%1%-%3%*%1%1%

-51-62-666466-*166DHL
-%1%1%-%*%*%-%1%1%1%*%1%1%-%*%*%1%*%

-6-163-666666--436UPS
-%1%-%1%1%*%-%*%1%*%1%*%1%-%-%1%*%*%

-42134-666464-1446FedEx
-%*%1%1%*%1%-%*%1%*%*%*%*%-%2%1%*%*%

-41155-555553--335Parcelforce
-%*%1%1%*%1%-%*%1%*%*%*%*%-%-%*%*%*%

-23253-555555--355UK Mail
-%*%2%1%*%*%-%*%1%*%1%*%*%-%-%*%1%*%

b

-32152-555555--235DPD
-%*%1%*%*%*%-%*%1%*%1%*%*%-%-%*%*%*%

*21-43-444443-1424DX
*%*%1%-%*%*%-%*%*%*%*%*%*%-%2%1%*%*%

c

-22442-444444---44Interparcel
-%*%1%2%*%*%-%*%*%*%*%*%*%-%-%-%*%*%

bab

-3*-3*-33333-----3Pitney Bowes
-%*%*%-%*%*%-%*%*%*%*%*%-%-%-%-%-%*%

-2--22-222222--**2Yodel
-%*%-%-%*%*%-%*%*%*%*%*%*%-%-%*%*%*%

-*1*22-222221*-122Parcels to go
-%*%1%*%*%*%-%*%*%*%*%*%*%3%-%*%*%*%

b

-**11*-11111---**1Fastway Couriers
-%*%*%1%*%*%-%*%*%*%*%*%-%-%-%*%*%*%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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QV5a. Which would you say is your organisation's main mail service provider in terms of the volume of items mailed?
Base: All respondents



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbac*babaSignificance Level: 95%
116931149183115572141169946117610171166108316667749011200Unweighted total
11891216516711497056117093311749861165109317627398831200Weighted total

-***1*-1*111*--**1TNT
-%*%*%*%*%*%-%*%*%*%*%*%*%-%-%*%*%*%

--*-**-*****-----*Neo Post
-%-%*%-%*%*%-%*%*%*%*%*%-%-%-%-%-%*%

-*--**-******--***Priority Express
-%*%-%-%*%*%-%*%*%*%*%*%*%-%-%*%*%*%

Secured Mail (Previously
------------------City Link Post)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

MHI (Mail Handling
------------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Whistl (Previously known
------------------as TNT Post)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Local Courier
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Eagle Couriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Lynx
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------First Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------One Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Wey Group International
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------ENC
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Fast Track
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Tuffnels
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Euro
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------UK / British Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Freight - Better / Night
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Global Mailing
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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QV5a. Which would you say is your organisation's main mail service provider in terms of the volume of items mailed?
Base: All respondents



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbac*babaSignificance Level: 95%
116931149183115572141169946117610171166108316667749011200Unweighted total
11891216516711497056117093311749861165109317627398831200Weighted total

------------------Haynes
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Business Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Legal Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------AJG Parcels
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Parcel Live
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Coopers Carriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------DHS
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Collect Plus
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Securicor
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*--**-***-*-----*None
-%*%-%-%*%*%-%*%*%*%-%*%-%-%-%-%-%*%

------------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

57251411-141314121411--51114Other answers
4%1%1%3%1%2%-%1%1%1%1%1%1%-%-%1%1%1%

b

11284912613510466296106382710668911058100917556898171092NET: RM
96%93%76%81%91%89%100%91%89%91%90%91%92%97%89%93%93%91%

aacc

NET: Provider other than
563393210275-1071061079510785*75066107RM
4%7%24%19%9%11%-%9%11%9%10%9%8%3%11%7%7%9%

bcab

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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QV5a. Which would you say is your organisation's main mail service provider in terms of the volume of items mailed?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

bababababacbaSignificance Level: 95%
1714596222359960941106480720102967991200Unweighted total
167379742186893811110894737271026651031200Weighted total

119149001925686911198143166196955671092Royal Mail
72%39%92%88%82%93%100%90%91%91%94%84%65%91%

aabaaba

13312436-1651174516Hermes
8%8%1%2%4%1%-%1%1%2%1%5%5%1%

acc

*34618-10385-510APC
*%7%*%3%2%1%-%1%1%1%1%-%5%1%

bbc

Interlink / Interlink
*-81-6-10375-510Express / Direct
*%-%1%1%-%1%-%1%1%1%*%-%4%1%

c

*-71-8-8175118TNT Express
*%-%1%1%-%1%-%1%*%1%1%2%1%1%

6-6--6-6242-16DHL
4%-%1%-%-%1%-%1%1%*%*%-%1%*%

c

243224-6332226UPS
1%11%*%1%2%*%-%1%1%*%*%4%2%*%

bacc

413322-6422226FedEx
3%3%*%1%3%*%-%1%1%*%*%3%2%*%

acc

153*-3*5414*15Parcelforce
*%12%*%*%-%*%*%*%1%*%*%*%1%*%

ba

5*5--4-5-52-25UK Mail
3%1%1%-%-%*%-%*%-%1%*%-%2%*%

c

1-14-5-5415-*5DPD
1%-%*%2%-%1%-%*%1%*%*%-%*%*%

ba

4*4--1-4*43-14DX
2%1%*%-%-%*%-%*%*%1%*%-%1%*%

-22222-422--44Interparcel
-%6%*%1%2%*%-%*%*%*%-%-%4%*%

bac

3------32*3-*3Pitney Bowes
2%-%-%-%-%-%-%*%*%*%*%-%*%*%

*22--2-221**22Yodel
*%6%*%-%-%*%-%*%*%*%*%*%2%*%

bc
Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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QV5a. Which would you say is your organisation's main mail service provider in terms of the volume of items mailed?
Base: All respondents



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

bababababacbaSignificance Level: 95%
1714596222359960941106480720102967991200Unweighted total
167379742186893811110894737271026651031200Weighted total

1-1*---2-22--2Parcels to go
1%-%*%*%-%-%-%*%-%*%*%-%-%*%

*-*--*-1-1**-1Fastway Couriers
*%-%*%-%-%*%-%*%-%*%*%1%-%*%

***--*-1-1***1TNT
*%1%*%-%-%*%-%*%-%*%*%*%*%*%

*------*-**--*Neo Post
*%-%-%-%-%-%-%*%-%*%*%-%-%*%

--*--*-*-**--*Priority Express
-%-%*%-%-%*%-%*%-%*%*%-%-%*%

Secured Mail (Previously
--------------City Link Post)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

MHI (Mail Handling
--------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Whistl (Previously known
--------------as TNT Post)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Local Courier
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Eagle Couriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Lynx
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------First Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------One Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Wey Group International
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------ENC
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fast Track
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Tuffnels
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Euro
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------UK / British Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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QV5a. Which would you say is your organisation's main mail service provider in terms of the volume of items mailed?
Base: All respondents



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

bababababacbaSignificance Level: 95%
1714596222359960941106480720102967991200Unweighted total
167379742186893811110894737271026651031200Weighted total

--------------Freight - Better / Night
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Global Mailing
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Haynes
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Business Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Legal Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------AJG Parcels
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Parcel Live
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Coopers Carriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------DHS
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Collect Plus
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Securicor
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*------**-*--*None
*%-%-%-%-%-%-%*%*%-%*%-%-%*%

--------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

62103310-14779-514Other answers
3%5%1%1%4%1%-%1%1%1%1%-%4%1%

c

119149001925686911198143166196955671092NET: RM
72%39%92%88%82%93%100%90%91%91%94%84%65%91%

aabaaba

NET: Provider other than
472373261369*1074166571036107RM
28%61%8%12%18%7%*%10%9%9%6%16%35%9%

bbabcbc

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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QV5a. Which would you say is your organisation's main mail service provider in terms of the volume of items mailed?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthMonthother main provider

DecNovOctJunMayAprMarFebJanDissatisfiedSatisfiedTOTAL

cbacbacba*baSignificance Level: 95%
141112144245956012317011041881200Unweighted total
145132120247975614116210061751200Weighted total

127117104233845013015691*1191092Royal Mail
88%89%86%94%87%89%92%96%91%3%68%91%

b

*21732----1616Hermes
*%2%1%3%3%3%-%-%-%-%9%1%

2-1*-1-*5-310APC
2%-%1%*%-%2%-%*%5%-%2%1%

cbc

Interlink / Interlink
23--4--*---10Express / Direct
2%2%-%-%4%-%-%*%-%-%-%1%

c

-42---2---*8TNT Express
-%3%2%-%-%-%1%-%-%-%*%1%

c

1-1--*-*2-66DHL
1%-%1%-%-%1%-%*%2%-%3%*%

1-----4**236UPS
1%-%-%-%-%-%3%*%*%37%2%*%

b

12---*-2*-66FedEx
1%2%-%-%-%*%-%1%*%-%3%*%

2**-3-----35Parcelforce
1%*%*%-%3%-%-%-%-%-%1%*%

c

-1*-22----55UK Mail
-%1%*%-%2%3%-%-%-%-%3%*%

cc

2-3*---*--15DPD
1%-%2%*%-%-%-%*%-%-%1%*%

-*1-1-1---34DX
-%*%1%-%1%-%1%-%-%-%2%*%

2--2-----2-4Interparcel
2%-%-%1%-%-%-%-%-%37%-%*%

--2*----*-33Pitney Bowes
-%-%2%*%-%-%-%-%*%-%1%*%

--1*---*-1*2Yodel
-%-%1%*%-%-%-%*%-%23%*%*%

--1-*-----12Parcels to go
-%-%1%-%*%-%-%-%-%-%1%*%

-*-----*--*1Fastway Couriers
-%*%-%-%-%-%-%*%-%-%*%*%

-----**-*-*1TNT
-%-%-%-%-%*%*%-%*%-%*%*%

Columns Tested: a,b - a,b,c - a,b,c - a,b,c

Produced by OLR
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QV5a. Which would you say is your organisation's main mail service provider in terms of the volume of items mailed?
Base: All respondents



Satisfaction with
MonthMonthMonthother main provider

DecNovOctJunMayAprMarFebJanDissatisfiedSatisfiedTOTAL

cbacbacba*baSignificance Level: 95%
141112144245956012317011041881200Unweighted total
145132120247975614116210061751200Weighted total

------*---**Neo Post
-%-%-%-%-%-%*%-%-%-%*%*%

--------*--*Priority Express
-%-%-%-%-%-%-%-%*%-%-%*%

Secured Mail (Previously
------------City Link Post)
-%-%-%-%-%-%-%-%-%-%-%-%

MHI (Mail Handling
------------International)
-%-%-%-%-%-%-%-%-%-%-%-%

Whistl (Previously known
------------as TNT Post)
-%-%-%-%-%-%-%-%-%-%-%-%

------------Local Courier
-%-%-%-%-%-%-%-%-%-%-%-%

------------Eagle Couriers
-%-%-%-%-%-%-%-%-%-%-%-%

------------Lynx
-%-%-%-%-%-%-%-%-%-%-%-%

------------First Post
-%-%-%-%-%-%-%-%-%-%-%-%

------------One Post
-%-%-%-%-%-%-%-%-%-%-%-%

------------Wey Group International
-%-%-%-%-%-%-%-%-%-%-%-%

------------ENC
-%-%-%-%-%-%-%-%-%-%-%-%

------------Fast Track
-%-%-%-%-%-%-%-%-%-%-%-%

------------Tuffnels
-%-%-%-%-%-%-%-%-%-%-%-%

------------Euro
-%-%-%-%-%-%-%-%-%-%-%-%

------------UK / British Mail
-%-%-%-%-%-%-%-%-%-%-%-%

------------Freight - Better / Night
-%-%-%-%-%-%-%-%-%-%-%-%

------------Global Mailing
-%-%-%-%-%-%-%-%-%-%-%-%

------------Haynes
-%-%-%-%-%-%-%-%-%-%-%-%

------------Business Post
-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c - a,b,c
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QV5a. Which would you say is your organisation's main mail service provider in terms of the volume of items mailed?
Base: All respondents



Satisfaction with
MonthMonthMonthother main provider

DecNovOctJunMayAprMarFebJanDissatisfiedSatisfiedTOTAL

cbacbacba*baSignificance Level: 95%
141112144245956012317011041881200Unweighted total
145132120247975614116210061751200Weighted total

------------Legal Post
-%-%-%-%-%-%-%-%-%-%-%-%

------------AJG Parcels
-%-%-%-%-%-%-%-%-%-%-%-%

------------Parcel Live
-%-%-%-%-%-%-%-%-%-%-%-%

------------Coopers Carriers
-%-%-%-%-%-%-%-%-%-%-%-%

------------DHS
-%-%-%-%-%-%-%-%-%-%-%-%

------------Collect Plus
-%-%-%-%-%-%-%-%-%-%-%-%

------------Securicor
-%-%-%-%-%-%-%-%-%-%-%-%

-*---------*None
-%*%-%-%-%-%-%-%-%-%-%*%

------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%

3--5-132*-614Other answers
2%-%-%2%-%2%2%1%*%-%4%1%

127117104233845013015691*1191092NET: RM
88%89%86%94%87%89%92%96%91%3%68%91%

b

NET: Provider other than
181416141361169657107RM
12%11%14%6%13%11%8%4%9%97%32%9%

c
Columns Tested: a,b - a,b,c - a,b,c - a,b,c
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QV5a. Which would you say is your organisation's main mail service provider in terms of the volume of items mailed?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
734143167156827882106907164100611200Unweighted total

103250615784931821888670134123721200Weighted total

8894658547473162160776212498601046Royal Mail
86%92%95%94%88%79%89%85%89%88%92%80%83%87%

bhabfhmabfhmbh

18-**-235-125-19Hermes
2%-%1%1%-%2%1%3%-%2%2%4%-%2%

ll

Interlink / Interlink
15---1135---3215Express / Direct

1%-%-%-%2%2%1%3%-%-%-%3%2%1%

jkjk

14---1-721-*2-14APC
1%-%-%-%2%-%4%1%1%-%*%2%-%1%

jkl

14-*--12321-*314TNT Express
1%-%*%-%-%2%1%1%3%2%-%*%4%1%

jljkl

12--11--7*--3-12DHL
1%-%-%1%1%-%-%4%*%-%-%3%-%1%

klmk

10-*1-52---3--11Parcelforce
1%-%1%2%-%5%1%-%-%-%2%-%-%1%

befiklm

9-1*12-2-1*2-10UPS
1%-%1%1%1%2%-%1%-%2%*%1%-%1%

7**-1-2*-2-*27FedEx
1%*%*%-%1%-%1%*%-%2%-%*%2%1%

5----2-*---3-5UK Mail
*%-%-%-%-%2%-%*%-%-%-%3%-%*%

jkm

5*------11-2*5DX
*%1%-%-%-%-%-%-%1%2%-%1%*%*%

5---21**-----5DPD
*%-%-%-%3%2%*%*%-%-%-%-%-%*%

jklm

4*---**-1--*24TNT
*%*%-%-%-%*%*%-%1%-%-%*%3%*%

jkm

4----2-2-----4Interparcel
*%-%-%-%-%2%-%1%-%-%-%-%-%*%

2-*-1---1----3Parcels to go
*%-%1%-%1%-%-%-%1%-%-%-%-%*%

3-*-----*-2--3Pitney Bowes
*%-%*%-%-%-%-%-%*%-%2%-%-%*%

2*-*----**--12Yodel
*%*%-%1%-%-%-%-%*%*%-%-%2%*%

m
Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
Produced by OLR
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QV5b. Which would you say is your organisation's main mail service provider in terms of the value of your contract with them?
Base: All respondents



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
734143167156827882106907164100611200Unweighted total

103250615784931821888670134123721200Weighted total

-1-----------1Fastway Couriers
-%3%-%-%-%-%-%-%-%-%-%-%-%*%

jkm

---*---------*Neo Post
-%-%-%1%-%-%-%-%-%-%-%-%-%*%

m

*-----------**Local Courier
*%-%-%-%-%-%-%-%-%-%-%-%*%*%

--*----------*Priority Express
-%-%*%-%-%-%-%-%-%-%-%-%-%*%

Secured Mail (Previously
--------------City Link Post)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

MHI (Mail Handling
--------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Whistl (Previously known
--------------as TNT Post)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Eagle Couriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Lynx
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------First Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------One Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Wey Group International
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------ENC
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fast Track
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Tuffnels
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Euro
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------UK / British Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Freight - Better / Night
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Global Mailing
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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QV5b. Which would you say is your organisation's main mail service provider in terms of the value of your contract with them?
Base: All respondents



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
734143167156827882106907164100611200Unweighted total

103250615784931821888670134123721200Weighted total

--------------Haynes
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Business Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Legal Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------AJG Parcels
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Parcel Live
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Coopers Carriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------DHS
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Collect Plus
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Securicor
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-----------*None
-%1%-%-%-%-%-%-%-%-%-%-%-%*%

m

--------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1611--3-*1135218Other answers
2%3%1%-%-%4%-%*%1%2%2%4%3%1%

jjfjj

8894658547473162160776212498601046NET: RM
86%92%95%94%88%79%89%85%89%88%92%80%83%87%

bhabfhmabfhmbh

NET: Provider other than
1434331020202898112512153RM

14%7%5%6%12%21%11%15%11%12%8%20%17%13%

jklcjkljklcjkljkl

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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QV5b. Which would you say is your organisation's main mail service provider in terms of the value of your contract with them?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

baedcbagfed*cbaSignificance Level: 95%
68551529250581849084865428095161161191200Unweighted total
62357748893011524625930989161031191200Weighted total

5514954087251006422592478615671151046Royal Mail
88%86%84%89%80%84%87%91%100%80%96%94%65%97%87%

bebegbbebe

414----198-9---119Hermes
1%2%-%-%-%-%2%2%-%3%-%-%-%1%2%

be

Interlink / Interlink
87*-**153-5--7-15Express / Direct
1%1%1%-%2%1%1%1%-%2%-%-%7%-%1%

adefg

1041-**145-4--2214APC
2%1%1%-%2%1%1%1%-%1%-%-%2%1%1%

410**-*132-10--1-14TNT Express
1%2%1%2%-%*%1%1%-%3%-%-%1%-%1%

ag

84*-**125-41-3-12DHL
1%1%1%-%2%1%1%1%-%1%2%-%2%-%1%

56*-*-116-4**--11Parcelforce
1%1%*%-%2%-%1%1%-%1%*%3%-%-%1%

641***9--4*-5-10UPS
1%1%1%2%2%1%1%-%-%1%*%-%5%-%1%

gadeg

261-*16--4--3-7FedEx
*%1%2%-%5%2%1%-%-%1%-%-%3%-%1%

aagg

41*--*51-3--*-5UK Mail
1%*%1%-%-%1%*%*%-%1%-%-%*%-%*%

41***-51-3--1-5DX
1%*%1%2%2%-%*%*%-%1%-%-%1%-%*%

bab

231--14--1--315DPD
*%1%1%-%-%2%*%-%-%*%-%-%3%1%*%

aegg

221**13*-1--1-4TNT
*%*%2%4%2%2%*%*%-%*%-%-%1%-%*%

aaa

4-----42----2-4Interparcel
1%-%-%-%-%-%*%1%-%-%-%-%2%-%*%

e

21----3--1--2-3Parcels to go
*%*%-%-%-%-%*%-%-%*%-%-%2%-%*%

g

*3*-**2*-2*---3Pitney Bowes
*%*%1%-%1%1%*%*%-%1%*%-%-%-%*%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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QV5b. Which would you say is your organisation's main mail service provider in terms of the value of your contract with them?
Base: All respondents



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

baedcbagfed*cbaSignificance Level: 95%
68551529250581849084865428095161161191200Unweighted total
62357748893011524625930989161031191200Weighted total

2**--*21-1--*-2Yodel
*%*%1%-%-%1%*%*%-%*%-%-%*%-%*%

a

11*--*1*-*-**-1Fastway Couriers
*%*%*%-%-%*%*%*%-%*%-%3%*%-%*%

-*----*---*---*Neo Post
-%*%-%-%-%-%*%-%-%-%1%-%-%-%*%

*-*--*-*------*Local Courier
*%-%*%-%-%1%-%*%-%-%-%-%-%-%*%

a

*-*--*------*-*Priority Express
*%-%*%-%-%*%-%-%-%-%-%-%*%-%*%

Secured Mail (Previously
---------------City Link Post)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

MHI (Mail Handling
---------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Whistl (Previously known
---------------as TNT Post)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Eagle Couriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Lynx
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------First Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------One Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Wey Group International
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------ENC
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fast Track
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Tuffnels
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Euro
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------UK / British Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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QV5b. Which would you say is your organisation's main mail service provider in terms of the value of your contract with them?
Base: All respondents



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

baedcbagfed*cbaSignificance Level: 95%
68551529250581849084865428095161161191200Unweighted total
62357748893011524625930989161031191200Weighted total

---------------Freight - Better / Night
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Global Mailing
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Haynes
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Business Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Legal Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------AJG Parcels
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Parcel Live
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Coopers Carriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------DHS
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Collect Plus
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Securicor
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*-----*---*---*None
*%-%-%-%-%-%*%-%-%-%*%-%-%-%*%

---------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

4141--1174*6-*5-18Other answers
1%2%1%-%-%2%1%1%*%2%-%1%5%-%1%

badg

5514954087251006422592478615671151046NET: RM
88%86%84%89%80%84%87%91%100%80%96%94%65%97%87%

bebegbbebe

NET: Provider other than
7281812514540*6231364153RM
12%14%16%11%20%16%13%9%*%20%3%6%35%3%13%

fadfgadefg

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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QV5b. Which would you say is your organisation's main mail service provider in terms of the value of your contract with them?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*gfedcbacbaba*dcbaSignificance Level: 95%
24362971472236063085893033088922985744791200Unweighted total
3163460142212712240622338240960564575801200Weighted total

3153153133178623154561332154893448415151046Royal Mail
100%93%91%88%94%84%88%64%90%98%64%93%79%74%72%89%87%

abcbcbbc

-----41397299--21119Hermes
-%-%-%-%-%2%2%4%1%1%4%1%-%-%3%2%2%

aba

Interlink / Interlink
---*-69114-114*-3415Express / Direct
-%-%-%1%-%3%1%5%1%-%5%*%3%-%5%1%1%

cabaac

---*228113-113-*-414APC
-%-%-%*%1%1%1%5%*%-%5%*%-%1%-%1%1%

aba

---*319122-122-*-514TNT Express
-%-%-%*%2%1%1%5%*%-%5%*%-%*%-%1%1%

aba

---2*46310-310*72*12DHL
-%-%-%4%*%2%1%1%2%-%1%1%3%12%3%*%1%

acaaba

-----46273210-2-711Parcelforce
-%-%-%-%-%2%1%1%1%1%1%1%-%3%-%1%1%

--1132363-63*-3310UPS
-%-%4%1%2%1%*%3%1%-%3%*%2%-%5%*%1%

aabaac

-*-**-761-61**-77FedEx
-%1%-%*%*%-%1%3%*%-%3%*%4%*%-%1%1%

aba

------532-32---35UK Mail
-%-%-%-%-%-%1%1%*%-%1%*%-%-%-%1%*%

aa

-111--232-32--2-5DX
-%5%4%2%-%-%*%1%*%-%1%*%-%-%4%-%*%

abcabcababaa

-----1321123-*-15DPD
-%-%-%-%-%1%*%1%*%*%1%*%-%1%-%*%*%

--****313-13***14TNT
-%-%1%*%*%*%*%*%*%-%*%*%5%1%*%*%*%

------44--4--2-24Interparcel
-%-%-%-%-%-%1%2%-%-%2%-%-%4%-%*%*%

abaa

----1-22*-2*--1*3Parcels to go
-%-%-%-%1%-%*%1%*%-%1%*%-%-%2%*%*%

baa

--*--*2*3-*3-2--3Pitney Bowes
-%-%*%-%-%*%*%*%*%-%*%*%-%4%-%-%*%

a
Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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QV5b. Which would you say is your organisation's main mail service provider in terms of the value of your contract with them?
Base: All respondents



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*gfedcbacbaba*dcbaSignificance Level: 95%
24362971472236063085893033088922985744791200Unweighted total
3163460142212712240622338240960564575801200Weighted total

--**-**2--2---*22Yodel
-%-%*%*%-%*%*%1%-%-%1%-%-%-%1%*%*%

ba

----**11**11-1-11Fastway Couriers
-%-%-%-%*%*%*%*%*%*%*%*%-%1%-%*%*%

---*----*--*----*Neo Post
-%-%-%1%-%-%-%-%*%-%-%*%-%-%-%-%*%

a

---*---*--*-*---*Local Courier
-%-%-%*%-%-%-%*%-%-%*%-%3%-%-%-%*%

------**--*-----*Priority Express
-%-%-%-%-%-%*%*%-%-%*%-%-%-%-%-%*%

Secured Mail (Previously
-----------------City Link Post)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

MHI (Mail Handling
-----------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Whistl (Previously known
-----------------as TNT Post)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Eagle Couriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Lynx
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------First Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------One Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Wey Group International
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------ENC
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fast Track
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Tuffnels
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Euro
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------UK / British Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Freight - Better / Night
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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QV5b. Which would you say is your organisation's main mail service provider in terms of the value of your contract with them?
Base: All respondents



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*gfedcbacbaba*dcbaSignificance Level: 95%
24362971472236063085893033088922985744791200Unweighted total
3163460142212712240622338240960564575801200Weighted total

-----------------Global Mailing
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Haynes
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Business Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Legal Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------AJG Parcels
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Parcel Live
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Coopers Carriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------DHS
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Collect Plus
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Securicor
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-------*--*----**None
-%-%-%-%-%-%-%*%-%-%*%-%-%-%-%*%*%

-----------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---1*87612-612-*31318Other answers
-%-%-%1%*%4%1%3%2%-%3%1%-%*%5%2%1%

acaa

3153153133178623154561332154893448415151046NET: RM
100%93%91%88%94%84%88%64%90%98%64%93%79%74%72%89%87%

abcbcbbc

NET: Provider other than
-137934898661786681161664153RM
-%7%9%12%6%16%12%36%10%2%36%7%21%26%28%11%13%

ccabaaaa
Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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QV5b. Which would you say is your organisation's main mail service provider in terms of the value of your contract with them?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cbababa*e*dcbaSignificance Level: 95%
142749111421057981101292642644921200Unweighted total

828690615310461071092242440634911200Weighted total

-140906-10464104215824334131046Royal Mail
-%49%100%-%100%4%95%62%33%60%52%84%87%

bbbbc

*18-19-163---51419Hermes
6%6%-%12%-%15%*%-%-%-%8%3%2%

aaaa

Interlink / Interlink
-15-15-1063522315Express / Direct
-%5%-%10%-%9%1%11%22%4%4%1%1%

aaaaa

-14-14-104*4*5514APC
-%5%-%9%-%9%*%1%15%*%8%1%1%

aaaa

-14-14-85--36414TNT Express
-%5%-%9%-%8%*%-%-%9%10%1%1%

aaaaa

-12-12-672-1-912DHL
-%4%-%8%-%5%1%10%-%4%-%2%1%

aaa

29-11-56--13711Parcelforce
25%3%-%7%-%5%1%-%-%4%4%1%1%

aaa

*10-10-64*142210UPS
2%3%-%6%-%5%*%1%5%10%3%*%1%

aaaa

-7-7-62223-17FedEx
-%3%-%5%-%5%*%8%7%6%-%*%1%

aaaab

-5-5-5--2--35UK Mail
-%2%-%3%-%5%-%-%7%-%-%1%*%

aaa

*5-5-321-**35DX
3%2%-%3%-%2%*%5%-%*%*%1%*%

aaa

-5-5-5-11-115DPD
-%2%-%3%-%4%-%2%5%-%2%*%*%

aaa

*4-4-13-***34TNT
5%1%-%3%-%1%*%-%1%*%1%1%*%

aa

-4-4-4-----44Interparcel
-%1%-%3%-%4%-%-%-%-%-%1%*%

aaa

-3-3-21---2*3Parcels to go
-%1%-%2%-%2%*%-%-%-%4%*%*%

aaaa
Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c
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QV5b. Which would you say is your organisation's main mail service provider in terms of the value of your contract with them?
Base: All respondents



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cbababa*e*dcbaSignificance Level: 95%
142749111421057981101292642644921200Unweighted total

828690615310461071092242440634911200Weighted total

3--3-3----*-3Pitney Bowes
35%-%-%2%-%2%-%-%-%-%*%-%*%

aa

-2-2-2***-112Yodel
-%1%-%2%-%2%*%*%1%-%1%*%*%

aaa

*1-1-11--1-11Fastway Couriers
6%*%-%1%-%1%*%-%-%1%-%*%*%

aa

*--*-*------*Neo Post
6%-%-%*%-%*%-%-%-%-%-%-%*%

a

-*-*--*----**Local Courier
-%*%-%*%-%-%*%-%-%-%-%*%*%

-*-*-*--*---*Priority Express
-%*%-%*%-%*%-%-%*%-%-%-%*%

Secured Mail (Previously
-------------City Link Post)
-%-%-%-%-%-%-%-%-%-%-%-%-%

MHI (Mail Handling
-------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%

Whistl (Previously known
-------------as TNT Post)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Eagle Couriers
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Lynx
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------First Post
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------One Post
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Wey Group International
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------ENC
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fast Track
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Tuffnels
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Euro
-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c
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QV5b. Which would you say is your organisation's main mail service provider in terms of the value of your contract with them?
Base: All respondents



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cbababa*e*dcbaSignificance Level: 95%
142749111421057981101292642644921200Unweighted total

828690615310461071092242440634911200Weighted total

-------------UK / British Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Freight - Better / Night
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Global Mailing
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Haynes
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Business Post
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Legal Post
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------AJG Parcels
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Parcel Live
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Coopers Carriers
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------DHS
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Collect Plus
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Securicor
-%-%-%-%-%-%-%-%-%-%-%-%-%

----------*-*None
-%-%-%-%-%-%-%-%-%-%1%-%*%

-------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%

117-18-126-1-21418Other answers
11%6%-%12%-%11%1%-%5%-%3%3%1%

aaa

-140906-10464104215824334131046NET: RM
-%49%100%-%100%4%95%62%33%60%52%84%87%

bbbbc

NET: Provider other than
8146-153-10350916162978153RM

100%51%-%100%-%96%5%38%67%40%47%16%13%

aaaaa
Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c
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QV5b. Which would you say is your organisation's main mail service provider in terms of the value of your contract with them?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
13311374213009342819259398523113273511043422066431200Unweighted total
10111324172866346788266361522111567010823252196431200Weighted total

7199432726532216941623133829885869642771915691046Royal Mail
71%88%79%93%53%64%88%61%87%73%89%87%89%85%87%89%87%

acadfdffdfdfdf

-1578-1097615108106-1019Hermes
-%1%2%3%-%3%1%3%2%3%1%1%1%2%-%2%2%

acabcg

Interlink / Interlink
5158--159145151361383415Express / Direct
4%1%2%-%-%4%1%5%1%3%1%1%1%2%2%1%1%

bcabcegabcga

1127*-1412114141271263614APC
1%1%2%*%-%4%2%4%1%3%1%1%1%2%1%1%1%

cabcegabc

4148*-13121361412109-41014TNT Express
4%1%2%*%-%4%2%5%2%3%1%1%1%-%2%1%1%

bcabcegaccc

11264-872410121012-5812DHL
1%1%1%2%-%2%1%1%1%2%1%1%1%-%2%1%1%

cc

*1053-8252987532711Parcelforce
*%1%1%1%-%2%*%2%1%2%1%1%1%1%1%1%1%

agag

386*-9992985833310UPS
3%1%1%*%-%3%1%3%1%2%1%1%1%1%1%1%1%

bcabceg

367*-727176366*27FedEx
3%1%2%*%-%2%*%3%*%1%1%1%1%2%*%*%1%

bbcabcegega

255--523-553331*5UK Mail
2%*%1%-%-%1%*%1%-%1%*%*%*%1%1%*%*%

caegea

*553-252155551125DX
*%*%1%1%-%1%1%1%*%1%*%1%*%*%1%*%*%

142--534154342-35DPD
1%*%*%-%-%1%*%2%*%1%*%*%*%1%-%*%*%

cacg

1411-342324141*34TNT
1%*%*%*%-%1%*%1%1%*%*%*%*%*%*%*%*%

244--424-42-2--24Interparcel
2%*%1%-%-%1%*%2%-%1%*%-%*%-%-%*%*%

babcegabc

233--333233132-*3Parcels to go
2%*%1%-%-%1%*%1%*%1%*%*%*%1%-%*%*%

b
Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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QV5b. Which would you say is your organisation's main mail service provider in terms of the value of your contract with them?
Base: All respondents



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
13311374213009342819259398523113273511043422066431200Unweighted total
10111324172866346788266361522111567010823252196431200Weighted total

-2**--*-**333*3-3Pitney Bowes
-%*%*%*%-%-%*%-%*%*%*%*%*%*%1%-%*%

a

**2--2*2*222*2*12Yodel
*%*%*%-%-%1%*%1%*%*%*%*%*%*%*%*%*%

bag

111--1*111111-111Fastway Couriers
1%*%*%-%-%*%*%1%*%*%*%*%*%-%*%*%*%

bg

-*----*-*-***--**Neo Post
-%*%-%-%-%-%*%-%*%-%*%*%*%-%-%*%*%

-*-*--*---*-*--**Local Courier
-%*%-%*%-%-%*%-%-%-%*%-%*%-%-%*%*%

-**--*---*****--*Priority Express
-%*%*%-%-%*%-%-%-%*%*%*%*%*%-%-%*%

Secured Mail (Previously
-----------------City Link Post)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

MHI (Mail Handling
-----------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Whistl (Previously known
-----------------as TNT Post)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Eagle Couriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Lynx
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------First Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------One Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Wey Group International
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------ENC
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fast Track
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Tuffnels
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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QV5b. Which would you say is your organisation's main mail service provider in terms of the value of your contract with them?
Base: All respondents



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
13311374213009342819259398523113273511043422066431200Unweighted total
10111324172866346788266361522111567010823252196431200Weighted total

-----------------Euro
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------UK / British Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Freight - Better / Night
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Global Mailing
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Haynes
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Business Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Legal Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------AJG Parcels
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Parcel Live
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Coopers Carriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------DHS
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Collect Plus
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Securicor
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--*--*-*-*-----**None
-%-%*%-%-%*%-%*%-%*%-%-%-%-%-%*%*%

-----------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

41613*3141211917161016421218Other answers
4%1%3%*%47%4%1%4%2%3%1%1%1%1%1%2%1%

bcabcgabcg

7199432726532216941623133829885869642771915691046NET: RM
71%88%79%93%53%64%88%61%87%73%89%87%89%85%87%89%87%

acadfdffdfdfdf

NET: Provider other than
3013889213125941044813912785117472873153RM
29%12%21%7%47%36%12%39%13%27%11%13%11%15%13%11%13%

bbcabcdegabceg

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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QV5b. Which would you say is your organisation's main mail service provider in terms of the value of your contract with them?
Base: All respondents



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbac*babaSignificance Level: 95%
116931149183115572141169946117610171166108316667749011200Unweighted total
11891216516711497056117093311749861165109317627398831200Weighted total

1058201191231003594410197881023853101496617536537851046Royal Mail
89%90%72%74%87%84%63%87%84%87%87%87%88%97%86%88%89%87%

aacc

-41541611-181619161913--10919Hermes
-%*%9%3%1%2%-%2%2%2%2%2%1%-%-%1%1%2%

bc

Interlink / Interlink
19561513-151315101513-211915Express / Direct
1%1%3%3%1%2%-%1%1%1%1%1%1%-%4%1%1%1%

b

*952149-141414121414-*9714APC
*%1%3%1%1%1%-%1%2%1%1%1%1%-%*%1%1%1%

b

311-31412-141414121412-271214TNT Express
2%1%-%2%1%2%-%1%1%1%1%1%1%-%3%1%1%1%

-945128-121212111212-*61212DHL
-%1%2%3%1%1%-%1%1%1%1%1%1%-%*%1%1%1%

b

-631992999999--7411Parcelforce
-%1%2%1%1%1%37%1%1%1%1%1%1%-%-%1%*%1%

1813107-10101010109--5510UPS
*%1%1%2%1%1%-%1%1%1%1%1%1%-%-%1%1%1%

*62356-777676-1657FedEx
*%1%1%2%*%1%-%1%1%1%1%1%1%-%2%1%1%1%

b

-23253-555555--355UK Mail
-%*%2%1%*%*%-%*%1%*%1%*%*%-%-%*%1%*%

b

*31153-555554-1525DX
*%*%1%*%*%*%-%*%1%*%1%*%*%-%2%1%*%*%

c

-32*52-555555--135DPD
-%*%1%*%*%*%-%*%*%*%*%*%*%-%-%*%*%*%

12*144-444343-*324TNT
1%*%*%1%*%1%-%*%*%*%*%*%*%-%*%*%*%*%

-22442-444444---44Interparcel
-%*%1%2%*%*%-%*%*%*%*%*%*%-%-%-%*%*%

bab

-21233-333332*-233Parcels to go
-%*%1%1%*%*%-%*%*%*%*%*%*%3%-%*%*%*%

-3*-3*-33333-----3Pitney Bowes
-%*%*%-%*%*%-%*%*%*%*%*%-%-%-%-%-%*%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Produced by OLR
OFC1885
Issue date: 18/01/16

Ofcom; Business Postal Tracker
Table 23  (continuation)                                                                                                                                                                        Page 322

QV5b. Which would you say is your organisation's main mail service provider in terms of the value of your contract with them?
Base: All respondents



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbac*babaSignificance Level: 95%
116931149183115572141169946117610171166108316667749011200Unweighted total
11891216516711497056117093311749861165109317627398831200Weighted total

-2*-22-222222-***2Yodel
-%*%*%-%*%*%-%*%*%*%*%*%*%-%*%*%*%*%

*1*11*-111111--111Fastway Couriers
*%*%*%1%*%*%-%*%*%*%*%*%*%-%-%*%*%*%

--*-**-*****-----*Neo Post
-%-%*%-%*%*%-%*%*%*%*%*%-%-%-%-%-%*%

-*-----*-****---**Local Courier
-%*%-%-%-%-%-%*%-%*%*%*%*%-%-%-%*%*%

-*--**-******--***Priority Express
-%*%-%-%*%*%-%*%*%*%*%*%*%-%-%*%*%*%

Secured Mail (Previously
------------------City Link Post)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

MHI (Mail Handling
------------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Whistl (Previously known
------------------as TNT Post)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Eagle Couriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Lynx
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------First Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------One Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Wey Group International
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------ENC
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Fast Track
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Tuffnels
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Euro
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------UK / British Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Freight - Better / Night
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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QV5b. Which would you say is your organisation's main mail service provider in terms of the value of your contract with them?
Base: All respondents



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbac*babaSignificance Level: 95%
116931149183115572141169946117610171166108316667749011200Unweighted total
11891216516711497056117093311749861165109317627398831200Weighted total

------------------Global Mailing
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Haynes
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Business Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Legal Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------AJG Parcels
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Parcel Live
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Coopers Carriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------DHS
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Collect Plus
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Securicor
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*--**-***-*-----*None
-%*%-%-%*%*%-%*%*%*%-%*%-%-%-%-%-%*%

------------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

611*51815-181718161813-2101318Other answers
5%1%*%3%2%2%-%2%2%2%2%2%1%-%3%1%1%1%

ab

1058201191231003594410197881023853101496617536537851046NET: RM
89%90%72%74%87%84%63%87%84%87%87%87%88%97%86%88%89%87%

aacc

NET: Provider other than
139245431461102150144151133151128*98697153RM
11%10%28%26%13%16%37%13%15%13%13%13%12%3%14%12%11%13%

bcab

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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QV5b. Which would you say is your organisation's main mail service provider in terms of the value of your contract with them?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

bababababacbaSignificance Level: 95%
1714596222359960941106480720102967991200Unweighted total
167379742186893811110894737271026651031200Weighted total

93148681795383310993741763094051541046Royal Mail
56%39%89%82%77%89%98%86%88%87%92%79%53%87%

aabaaba

16312656-19711104519Hermes
9%8%1%3%8%1%-%2%2%2%1%5%5%2%

acc

Interlink / Interlink
2-123*9-15798-715Express / Direct
1%-%1%1%*%1%-%1%1%1%1%-%7%1%

bc

*286113-142129-514APC
*%7%1%3%2%1%-%1%*%2%1%-%5%1%

bbc

1-113-14112410111114TNT Express
1%-%1%1%-%1%1%1%1%1%1%2%1%1%

12-84*10-122104*512DHL
7%-%1%2%*%1%-%1%1%1%*%*%5%1%

c

759*-9*117443411Parcelforce
4%12%1%*%-%1%*%1%2%1%*%5%4%1%

bcc

555427-104642410UPS
3%13%1%2%2%1%-%1%1%1%*%4%4%1%

bbcc

614432-7434227FedEx
4%4%*%2%4%*%-%1%1%*%*%3%2%1%

bac

5*5--4-5-52-25UK Mail
3%1%1%-%-%*%-%*%-%1%*%-%2%*%

c

5*5*-2-5-54-15DX
3%1%*%*%-%*%-%*%-%1%*%-%1%*%

1-14-5-54*4-*5DPD
*%-%*%2%-%*%-%*%1%*%*%-%*%*%

ba

314--3-4132*24TNT
2%2%*%-%-%*%-%*%*%*%*%*%2%*%

c

-22222-422--44Interparcel
-%6%*%1%2%*%-%*%*%*%-%-%4%*%

bac

1-2*-1-3-32-13Parcels to go
1%-%*%*%-%*%-%*%-%*%*%-%1%*%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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QV5b. Which would you say is your organisation's main mail service provider in terms of the value of your contract with them?
Base: All respondents



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

bababababacbaSignificance Level: 95%
1714596222359960941106480720102967991200Unweighted total
167379742186893811110894737271026651031200Weighted total

3------32*3-*3Pitney Bowes
2%-%-%-%-%-%-%*%*%*%*%-%*%*%

*22--2-221**22Yodel
*%6%*%-%-%*%-%*%*%*%*%*%2%*%

bc

1*1*-1-1-11**1Fastway Couriers
1%*%*%*%-%*%-%*%-%*%*%1%*%*%

*------*-**--*Neo Post
*%-%-%-%-%-%-%*%-%*%*%-%-%*%

*-*--*-**-*--*Local Courier
*%-%*%-%-%*%-%*%*%-%*%-%-%*%

--*--*-*-**--*Priority Express
-%-%*%-%-%*%-%*%-%*%*%-%-%*%

Secured Mail (Previously
--------------City Link Post)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

MHI (Mail Handling
--------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Whistl (Previously known
--------------as TNT Post)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Eagle Couriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Lynx
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------First Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------One Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Wey Group International
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------ENC
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fast Track
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Tuffnels
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Euro
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Produced by OLR
OFC1885
Issue date: 18/01/16

Ofcom; Business Postal Tracker
Table 23  (continuation)                                                                                                                                                                        Page 326

QV5b. Which would you say is your organisation's main mail service provider in terms of the value of your contract with them?
Base: All respondents



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

bababababacbaSignificance Level: 95%
1714596222359960941106480720102967991200Unweighted total
167379742186893811110894737271026651031200Weighted total

--------------UK / British Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Freight - Better / Night
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Global Mailing
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Haynes
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Business Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Legal Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------AJG Parcels
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Parcel Live
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Coopers Carriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------DHS
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Collect Plus
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Securicor
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*------**-*--*None
*%-%-%-%-%-%-%*%*%-%*%-%-%*%

--------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

61143314*1761215-318Other answers
3%2%1%1%4%1%*%2%1%2%1%-%3%1%

93148681795383310993741763094051541046NET: RM
56%39%89%82%77%89%98%86%88%87%92%79%53%87%

aabaaba

NET: Provider other than
7423106401610521515598861449153RM
44%61%11%18%23%11%2%14%12%13%8%21%47%13%

bbabcbc

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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QV5b. Which would you say is your organisation's main mail service provider in terms of the value of your contract with them?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthMonthother main provider

DecNovOctJunMayAprMarFebJanDissatisfiedSatisfiedTOTAL

cbacbacba*baSignificance Level: 95%
141112144245956012317011041881200Unweighted total
145132120247975614116210061751200Weighted total

12411397222814812914587*911046Royal Mail
85%86%81%90%83%86%91%89%88%3%52%87%

322732----1919Hermes
2%2%2%3%3%3%-%-%-%-%11%2%

Interlink / Interlink
432-4--2--215Express / Direct
3%2%2%-%4%-%-%1%-%-%1%1%

c

2-1*-1-37-314APC
2%-%1%*%-%2%-%2%7%-%1%1%

cbc

-643--2---114TNT Express
-%4%3%1%-%-%1%-%-%-%1%1%

cc

121-2*-33-1212DHL
1%2%1%-%2%1%-%2%3%-%7%1%

c

2*323--2--911Parcelforce
1%*%2%1%3%-%-%1%-%-%5%1%

1--*2-4212710UPS
1%-%-%*%2%-%3%1%1%37%4%1%

12*1-*-2*-77FedEx
1%2%*%*%-%*%-%1%*%-%4%1%

-1*-22----55UK Mail
-%1%*%-%2%3%-%-%-%-%3%*%

cc

--2-1-*2--55DX
-%-%1%-%1%-%*%1%-%-%3%*%

2-3*------15DPD
1%-%2%*%-%-%-%-%-%-%*%*%

---1-***2-34TNT
-%-%-%1%-%*%*%*%2%-%1%*%

2--2-----2-4Interparcel
2%-%-%1%-%-%-%-%-%37%-%*%

1-1-*-----13Parcels to go
1%-%1%-%*%-%-%-%-%-%1%*%

--2*----*-33Pitney Bowes
-%-%2%*%-%-%-%-%*%-%1%*%

--1*-*-*-1*2Yodel
-%-%1%*%-%*%-%*%-%23%*%*%

-1-----1--11Fastway Couriers
-%1%-%-%-%-%-%*%-%-%1%*%

------*---**Neo Post
-%-%-%-%-%-%*%-%-%-%*%*%

Columns Tested: a,b - a,b,c - a,b,c - a,b,c
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QV5b. Which would you say is your organisation's main mail service provider in terms of the value of your contract with them?
Base: All respondents



Satisfaction with
MonthMonthMonthother main provider

DecNovOctJunMayAprMarFebJanDissatisfiedSatisfiedTOTAL

cbacbacba*baSignificance Level: 95%
141112144245956012317011041881200Unweighted total
145132120247975614116210061751200Weighted total

--------*-**Local Courier
-%-%-%-%-%-%-%-%*%-%*%*%

--------*--*Priority Express
-%-%-%-%-%-%-%-%*%-%-%*%

Secured Mail (Previously
------------City Link Post)
-%-%-%-%-%-%-%-%-%-%-%-%

MHI (Mail Handling
------------International)
-%-%-%-%-%-%-%-%-%-%-%-%

Whistl (Previously known
------------as TNT Post)
-%-%-%-%-%-%-%-%-%-%-%-%

------------Eagle Couriers
-%-%-%-%-%-%-%-%-%-%-%-%

------------Lynx
-%-%-%-%-%-%-%-%-%-%-%-%

------------First Post
-%-%-%-%-%-%-%-%-%-%-%-%

------------One Post
-%-%-%-%-%-%-%-%-%-%-%-%

------------Wey Group International
-%-%-%-%-%-%-%-%-%-%-%-%

------------ENC
-%-%-%-%-%-%-%-%-%-%-%-%

------------Fast Track
-%-%-%-%-%-%-%-%-%-%-%-%

------------Tuffnels
-%-%-%-%-%-%-%-%-%-%-%-%

------------Euro
-%-%-%-%-%-%-%-%-%-%-%-%

------------UK / British Mail
-%-%-%-%-%-%-%-%-%-%-%-%

------------Freight - Better / Night
-%-%-%-%-%-%-%-%-%-%-%-%

------------Global Mailing
-%-%-%-%-%-%-%-%-%-%-%-%

------------Haynes
-%-%-%-%-%-%-%-%-%-%-%-%

------------Business Post
-%-%-%-%-%-%-%-%-%-%-%-%

------------Legal Post
-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c - a,b,c
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QV5b. Which would you say is your organisation's main mail service provider in terms of the value of your contract with them?
Base: All respondents



Satisfaction with
MonthMonthMonthother main provider

DecNovOctJunMayAprMarFebJanDissatisfiedSatisfiedTOTAL

cbacbacba*baSignificance Level: 95%
141112144245956012317011041881200Unweighted total
145132120247975614116210061751200Weighted total

------------AJG Parcels
-%-%-%-%-%-%-%-%-%-%-%-%

------------Parcel Live
-%-%-%-%-%-%-%-%-%-%-%-%

------------Coopers Carriers
-%-%-%-%-%-%-%-%-%-%-%-%

------------DHS
-%-%-%-%-%-%-%-%-%-%-%-%

------------Collect Plus
-%-%-%-%-%-%-%-%-%-%-%-%

------------Securicor
-%-%-%-%-%-%-%-%-%-%-%-%

-*---------*None
-%*%-%-%-%-%-%-%-%-%-%*%

------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%

1--6-352--618Other answers
1%-%-%3%-%4%4%1%-%-%4%1%

ba

12411397222814812914587*911046NET: RM
85%86%81%90%83%86%91%89%88%3%52%87%

NET: Provider other than
21182324168121812685153RM
15%14%19%10%17%14%9%11%12%97%48%13%

Columns Tested: a,b - a,b,c - a,b,c - a,b,c
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QV5b. Which would you say is your organisation's main mail service provider in terms of the value of your contract with them?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
152182620191913171719142113216Unweighted total
181688142126281416252314204Weighted total

35-1113573157237Hermes
19%-%11%16%9%16%21%27%20%7%20%28%13%18%

28132185*1431334Parcelforce
15%9%36%27%10%39%20%1%11%23%13%6%24%17%

26**13-572153-28DHL
14%7%2%12%20%-%19%26%11%9%19%13%-%14%

16*1112-7-132-19UPS
9%7%13%16%10%9%-%26%-%8%10%8%-%9%

15***3-2*125*216FedEx
8%2%3%6%19%-%9%1%9%10%19%1%12%8%

12---12-31--5-12UK Mail
7%-%-%-%10%8%-%10%9%-%-%20%-%6%

1111--15*11-*212TNT
6%9%7%-%-%3%20%1%9%9%-%1%13%6%

71*-*-*-32-2*8DX
4%15%5%-%2%-%1%-%20%10%-%8%1%4%

6**1-*2-*1--17Yodel
3%1%5%11%-%1%9%-%1%9%-%-%11%3%

Interlink / Interlink
5--**2------35Express / Direct
3%-%-%5%1%8%-%-%-%-%-%-%23%3%

3-*-----*-2--3Pitney Bowes
1%-%1%-%-%-%-%-%1%-%9%-%-%1%

2---1----1---2TNT Express
1%-%-%-%9%-%-%-%-%8%-%-%-%1%

2------2-----2Interparcel
1%-%-%-%-%-%-%8%-%-%-%-%-%1%

2---*2-------2APC
1%-%-%-%1%8%-%-%-%-%-%-%-%1%

1-------1----1Parcels to go
1%-%-%-%-%-%-%-%9%-%-%-%-%1%

1---1--------1Collect Plus
1%-%-%-%9%-%-%-%-%-%-%-%-%1%

1*----**-----1DPD
*%7%-%-%-%-%1%1%-%-%-%-%-%1%

-1-----------1Fastway Couriers
-%16%-%-%-%-%-%-%-%-%-%-%-%*%

*-*---------*1Local Courier
*%-%5%-%-%-%-%-%-%-%-%-%1%*%

---*---------*Neo Post
-%-%-%6%-%-%-%-%-%-%-%-%-%*%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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QV5c. Which mail service provider would you consider as your organisation's main provider (in addition to, or other than, Royal Mail)?
Base: All Respondents who use a mail service provider other than RM



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
152182620191913171719142113216Unweighted total
181688142126281416252314204Weighted total

---*---------*Legal Post
-%-%-%1%-%-%-%-%-%-%-%-%-%*%

Secured Mail (Previously
--------------City Link Post)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

MHI (Mail Handling
--------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Whistl (Previously known
--------------as TNT Post)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Eagle Couriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Lynx
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------First Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------One Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Wey Group International
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------ENC
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fast Track
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Tuffnels
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Euro
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------UK / British Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Freight - Better / Night
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Global Mailing
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Haynes
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Priority Express
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Business Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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QV5c. Which mail service provider would you consider as your organisation's main provider (in addition to, or other than, Royal Mail)?
Base: All Respondents who use a mail service provider other than RM



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
152182620191913171719142113216Unweighted total
181688142126281416252314204Weighted total

--------------AJG Parcels
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Parcel Live
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Coopers Carriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------DHS
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Securicor
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

911--2---133*11Other answers
5%20%12%-%-%9%-%-%-%8%10%13%1%5%

-*-----------*None
-%7%-%-%-%-%-%-%-%-%-%-%-%*%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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QV5c. Which mail service provider would you consider as your organisation's main provider (in addition to, or other than, Royal Mail)?
Base: All Respondents who use a mail service provider other than RM

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

bae*d*cbag*fe*d*cb*aSignificance Level: 95%
1091077213154414472672125386216Unweighted total

961071332819167779115256204Weighted total

10271--1361421414-137Hermes
10%25%5%-%-%7%19%21%35%17%11%81%-%21%18%

bebb

191521*13216111*11134Parcelforce
19%14%14%29%8%11%17%25%18%14%4%16%3%22%17%

b

141321*12617-41-3128DHL
15%13%13%24%14%9%14%26%-%5%14%-%12%22%14%

e

1271***18*-12*-6-19UPS
13%6%8%15%7%6%9%1%-%15%4%-%24%-%9%

gg

2141**114128--3-16FedEx
2%13%10%9%20%8%7%2%35%11%-%-%14%-%8%

bgg

661--1111-7--3-12UK Mail
6%6%5%-%-%7%6%2%-%9%-%-%12%-%6%

g

842**1103-23-1112TNT
8%4%13%6%18%14%5%4%-%2%27%-%6%21%6%

a

531**17313--1-8DX
6%3%11%16%18%8%4%5%9%4%-%-%5%-%4%

a

521--161-5*-**7Yodel
5%2%5%-%-%8%3%2%-%6%4%-%1%7%3%

Interlink / Interlink
5-*-*-5*-3--2-5Express / Direct
6%-%1%-%7%-%3%1%-%4%-%-%7%-%3%

a

*3*-**2*-2*---3Pitney Bowes
*%2%2%-%4%2%1%*%-%3%2%-%-%-%1%

-2----2--2----2TNT Express
-%2%-%-%-%-%1%-%-%3%-%-%-%-%1%

2-----22------2Interparcel
2%-%-%-%-%-%1%4%-%-%-%-%-%-%1%

-2*--*22----*-2APC
-%2%1%-%-%2%1%2%-%-%-%-%1%-%1%

-1----1--1----1Parcels to go
-%1%-%-%-%-%1%-%-%2%-%-%-%-%1%

1-----1--1----1Collect Plus
1%-%-%-%-%-%1%-%-%2%-%-%-%-%1%

1*1--1*--1----1DPD
1%*%4%-%-%7%*%-%-%1%-%-%-%-%1%

aa
Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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QV5c. Which mail service provider would you consider as your organisation's main provider (in addition to, or other than, Royal Mail)?
Base: All Respondents who use a mail service provider other than RM



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

bae*d*cbag*fe*d*cb*aSignificance Level: 95%
1091077213154414472672125386216Unweighted total

961071332819167779115256204Weighted total

1**--*1*-*--*-1Fastway Couriers
1%*%1%-%-%1%*%*%-%1%-%-%2%-%*%

1-*--***--*---1Local Courier
1%-%1%-%-%2%*%*%-%-%4%-%-%-%*%

-*----*---*---*Neo Post
-%*%-%-%-%-%*%-%-%-%4%-%-%-%*%

*-*-*--*------*Legal Post
*%-%1%-%4%-%-%*%-%-%-%-%-%-%*%

Secured Mail (Previously
---------------City Link Post)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

MHI (Mail Handling
---------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Whistl (Previously known
---------------as TNT Post)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Eagle Couriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Lynx
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------First Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------One Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Wey Group International
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------ENC
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fast Track
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Tuffnels
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Euro
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------UK / British Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Freight - Better / Night
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Global Mailing
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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QV5c. Which mail service provider would you consider as your organisation's main provider (in addition to, or other than, Royal Mail)?
Base: All Respondents who use a mail service provider other than RM



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

bae*d*cbag*fe*d*cb*aSignificance Level: 95%
1091077213154414472672125386216Unweighted total

961071332819167779115256204Weighted total

---------------Haynes
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Priority Express
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Business Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------AJG Parcels
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Parcel Live
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Coopers Carriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------DHS
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Securicor
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

481--1113**2*3*11Other answers
4%7%4%-%-%7%6%4%3%1%22%3%13%8%5%

e

*-----*---*---*None
*%-%-%-%-%-%*%-%-%-%4%-%-%-%*%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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QV5c. Which mail service provider would you consider as your organisation's main provider (in addition to, or other than, Royal Mail)?
Base: All Respondents who use a mail service provider other than RM

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*cbacb*aba*d*c*baSignificance Level: 95%
-151821263889113861711310314241880216Unweighted total
-361521351138696218611722314101204Weighted total

---**430111881126--22237Hermes
-%-%-%3%2%12%26%13%19%37%13%22%-%-%11%22%18%

-11-31216101861024*221934Parcelforce
-%32%11%-%15%34%14%11%18%30%11%21%8%10%13%19%17%

a

-**348124204424*921328DHL
-%12%8%18%18%24%11%5%20%19%5%20%14%39%15%13%14%

cb

--23536109-109*33919UPS
-%-%25%21%23%9%5%12%9%-%12%8%14%11%21%9%9%

-***3*12124-124*3-916FedEx
-%5%4%1%12%1%11%14%4%-%14%3%8%11%-%9%8%

ba

-*-12-675-75---412UK Mail
-%7%-%8%8%-%6%8%5%-%8%4%-%-%-%4%6%

-*1**-107317511*612TNT
-%5%16%1%2%-%9%8%3%6%8%4%31%4%1%5%6%

-122*-253-53*-2*8DX
-%39%33%17%2%-%2%6%3%-%6%3%10%-%17%*%4%

--*2-*443-43--147Yodel
-%-%2%11%-%1%3%4%4%-%4%3%-%-%4%4%3%

Interlink / Interlink
---*-*542-42*-215Express / Direct
-%-%-%1%-%1%4%4%2%-%4%1%7%-%14%1%3%

--*--*2*3-*3-2--3Pitney Bowes
-%-%2%-%-%1%2%*%3%-%*%2%-%10%-%-%1%

-----112--2----12TNT Express
-%-%-%-%-%4%1%3%-%-%3%-%-%-%-%1%1%

------22--2--2--2Interparcel
-%-%-%-%-%-%2%3%-%-%3%-%-%10%-%-%1%

----*-2*-2*2----2APC
-%-%-%-%1%-%1%*%-%8%*%1%-%-%-%-%1%

------11--1-----1Parcels to go
-%-%-%-%-%-%1%1%-%-%1%-%-%-%-%-%1%

---1---1--1----11Collect Plus
-%-%-%8%-%-%-%1%-%-%1%-%-%-%-%1%1%

-----**1*-1*-**-1DPD
-%-%-%-%-%1%*%1%*%-%1%*%-%2%3%-%1%

----***1*-1*-1-*1Fastway Couriers
-%-%-%-%1%1%*%1%*%-%1%*%-%3%-%*%*%

---**--1--1-*--*1Local Courier
-%-%-%1%2%-%-%1%-%-%1%-%7%-%-%*%*%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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QV5c. Which mail service provider would you consider as your organisation's main provider (in addition to, or other than, Royal Mail)?
Base: All Respondents who use a mail service provider other than RM



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*cbacb*aba*d*c*baSignificance Level: 95%
-151821263889113861711310314241880216Unweighted total
-361521351138696218611722314101204Weighted total

---*----*--*----*Neo Post
-%-%-%3%-%-%-%-%*%-%-%*%-%-%-%-%*%

----*---*--*----*Legal Post
-%-%-%-%1%-%-%-%*%-%-%*%-%-%-%-%*%

Secured Mail (Previously
-----------------City Link Post)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

MHI (Mail Handling
-----------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Whistl (Previously known
-----------------as TNT Post)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Eagle Couriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Lynx
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------First Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------One Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Wey Group International
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------ENC
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fast Track
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Tuffnels
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Euro
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------UK / British Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Freight - Better / Night
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Global Mailing
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Haynes
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Priority Express
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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QV5c. Which mail service provider would you consider as your organisation's main provider (in addition to, or other than, Royal Mail)?
Base: All Respondents who use a mail service provider other than RM



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*cbacb*aba*d*c*baSignificance Level: 95%
-151821263889113861711310314241880216Unweighted total
-361521351138696218611722314101204Weighted total

-----------------Business Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------AJG Parcels
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Parcel Live
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Coopers Carriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------DHS
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Securicor
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---134147-47-*-1111Other answers
-%-%-%6%15%11%1%5%7%-%5%6%-%1%-%11%5%

a

-------*--*----**None
-%-%-%-%-%-%-%1%-%-%1%-%-%-%-%*%*%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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QV5c. Which mail service provider would you consider as your organisation's main provider (in addition to, or other than, Royal Mail)?
Base: All Respondents who use a mail service provider other than RM

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cb*ababa*e*d*c*baSignificance Level: 95%
14201-1011147214318131928123216Unweighted total

8196-96107691341491626123204Weighted total

*36-191816211--62837Hermes
6%19%-%19%17%23%16%9%-%-%21%23%18%

232-11225282*332534Parcelforce
25%16%-%12%21%8%21%15%2%18%10%21%17%

b

-28-1017424--4*1928DHL
-%14%-%11%16%6%18%-%-%27%2%16%14%

b

*19-1278113142919UPS
2%10%-%13%7%12%8%20%17%25%6%7%9%

-16-786102231816FedEx
-%8%-%8%8%8%7%13%19%16%5%7%8%

-12-575722--812UK Mail
-%6%-%5%6%7%5%16%19%-%-%6%6%

*11-6539-**6512TNT
5%6%-%7%5%4%6%-%5%2%25%4%6%

*8-53441***58DX
3%4%-%5%3%6%3%8%2%1%1%4%4%

-7-2525**-257Yodel
-%4%-%2%4%3%4%1%2%-%7%4%3%

Interlink / Interlink
-5-24*522--25Express / Direct
-%3%-%2%3%*%4%14%19%-%-%1%3%

3--3-3----*-3Pitney Bowes
35%-%-%3%-%4%-%-%-%-%*%-%1%

a

-2-11-2---2-2TNT Express
-%1%-%1%1%-%2%-%-%-%10%-%1%

-2-2-2-----22Interparcel
-%1%-%2%-%3%-%-%-%-%-%2%1%

a

-2-*2*2*---22APC
-%1%-%*%2%*%1%1%-%-%-%1%1%

-1-1-1----1-1Parcels to go
-%1%-%1%-%2%-%-%-%-%5%-%1%

-1--1-1--1--1Collect Plus
-%1%-%-%1%-%1%-%-%7%-%-%1%

-1-1*1-1---*1DPD
-%1%-%1%*%1%-%4%-%-%-%*%1%

*1-1-*1--1-*1Fastway Couriers
6%*%-%1%-%1%*%-%-%4%-%*%*%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c
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QV5c. Which mail service provider would you consider as your organisation's main provider (in addition to, or other than, Royal Mail)?
Base: All Respondents who use a mail service provider other than RM



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cb*ababa*e*d*c*baSignificance Level: 95%
14201-1011147214318131928123216Unweighted total

8196-96107691341491626123204Weighted total

-1-**-1----11Local Courier
-%*%-%*%*%-%*%-%-%-%-%*%*%

*--*-*------*Neo Post
6%-%-%*%-%1%-%-%-%-%-%-%*%

-*--*-*----**Legal Post
-%*%-%-%*%-%*%-%-%-%-%*%*%

Secured Mail (Previously
-------------City Link Post)
-%-%-%-%-%-%-%-%-%-%-%-%-%

MHI (Mail Handling
-------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%

Whistl (Previously known
-------------as TNT Post)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Eagle Couriers
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Lynx
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------First Post
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------One Post
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Wey Group International
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------ENC
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fast Track
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Tuffnels
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Euro
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------UK / British Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Freight - Better / Night
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Global Mailing
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Haynes
-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c
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QV5c. Which mail service provider would you consider as your organisation's main provider (in addition to, or other than, Royal Mail)?
Base: All Respondents who use a mail service provider other than RM



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cb*ababa*e*d*c*baSignificance Level: 95%
14201-1011147214318131928123216Unweighted total

8196-96107691341491626123204Weighted total

-------------Priority Express
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Business Post
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------AJG Parcels
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Parcel Live
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Coopers Carriers
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------DHS
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Securicor
-%-%-%-%-%-%-%-%-%-%-%-%-%

110-6584-1-2511Other answers
11%5%-%6%5%11%3%-%14%-%6%4%5%

a

----------*-*None
-%-%-%-%-%-%-%-%-%-%2%-%*%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c
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QV5c. Which mail service provider would you consider as your organisation's main provider (in addition to, or other than, Royal Mail)?
Base: All Respondents who use a mail service provider other than RM

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
4519812668113214710075176194148183814488216Unweighted total
2818611862*1261249860168171122158743986204Weighted total

-331620-15171112302719261032237Hermes
-%18%13%32%-%12%14%12%20%18%16%16%16%13%7%25%18%

ccab

4321312-2120161329312527791734Parcelforce
13%17%11%20%-%17%16%16%21%17%18%20%17%10%22%20%17%

5271615-9165918282028831728DHL
16%15%14%24%-%7%13%5%16%11%16%17%18%11%7%20%14%

afffff

415124-1514108181571548619UPS
14%8%10%6%-%12%12%10%13%11%9%6%9%6%21%7%9%

ac

314142-1481411514111381616FedEx
10%7%12%3%-%11%6%14%1%9%8%9%8%11%1%8%8%

cegeeee

41111-*1251031198774112UK Mail
14%6%9%-%100%9%4%10%5%6%5%6%5%9%11%1%6%

caa

11263-91165993963312TNT
4%6%5%5%-%7%9%6%8%5%5%3%6%8%8%3%6%

b

1864-382268884128DX
4%4%5%6%-%2%7%2%3%4%5%7%5%6%4%2%4%

1551-636167616*17Yodel
5%3%4%2%-%5%3%6%2%4%4%5%1%8%*%1%3%

aa

Interlink / Interlink
255--5441544423*5Express / Direct
7%3%5%-%-%4%3%4%1%3%2%3%2%3%8%*%3%

a

-2**--*-**333*3-3Pitney Bowes
-%1%*%*%-%-%*%-%*%*%2%2%2%*%6%-%1%

ac

121--222-22121-12TNT Express
4%1%1%-%-%2%2%3%-%1%1%1%2%2%-%1%1%

-22--222-2-----22Interparcel
-%1%2%-%-%2%2%2%-%1%-%-%-%-%-%3%1%

ac

-2*2-*2*222*22*-2APC
-%1%*%3%-%*%1%*%3%1%1%*%1%2%*%-%1%

-11--111-11-11--1Parcels to go
-%1%1%-%-%1%1%1%-%1%1%-%1%2%-%-%1%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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QV5c. Which mail service provider would you consider as your organisation's main provider (in addition to, or other than, Royal Mail)?
Base: All Respondents who use a mail service provider other than RM



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
4519812668113214710075176194148183814488216Unweighted total
2818611862*1261249860168171122158743986204Weighted total

11---1-1-11111--1Collect Plus
4%1%-%-%-%1%-%1%-%1%1%1%1%2%-%-%1%

a

-11--1**-11111*-1DPD
-%*%1%-%-%1%*%*%-%1%*%1%*%1%1%-%1%

111--1*1*1111-1*1Fastway Couriers
2%1%1%-%-%1%*%1%*%1%1%*%1%-%1%1%*%

-1**-*1***1*1*-*1Local Courier
-%*%*%*%-%*%*%*%1%*%*%*%*%1%-%*%*%

-*----*-*-***--**Neo Post
-%*%-%-%-%-%*%-%1%-%*%*%*%-%-%1%*%

-*---***-****--**Legal Post
-%*%-%-%-%*%*%*%-%*%*%*%*%-%-%*%*%

Secured Mail (Previously
-----------------City Link Post)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

MHI (Mail Handling
-----------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Whistl (Previously known
-----------------as TNT Post)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Eagle Couriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Lynx
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------First Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------One Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Wey Group International
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------ENC
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fast Track
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Tuffnels
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Euro
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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QV5c. Which mail service provider would you consider as your organisation's main provider (in addition to, or other than, Royal Mail)?
Base: All Respondents who use a mail service provider other than RM



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
4519812668113214710075176194148183814488216Unweighted total
2818611862*1261249860168171122158743986204Weighted total

-----------------UK / British Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Freight - Better / Night
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Global Mailing
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Haynes
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Priority Express
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Business Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------AJG Parcels
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Parcel Live
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Coopers Carriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------DHS
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Securicor
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1105*-785378484*511Other answers
2%5%4%*%-%6%6%5%5%4%5%3%5%6%*%6%5%

--*--*-*-*-----**None
-%-%*%-%-%*%-%*%-%*%-%-%-%-%-%1%*%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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QV5c. Which mail service provider would you consider as your organisation's main provider (in addition to, or other than, Royal Mail)?
Base: All Respondents who use a mail service provider other than RM

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*cbacba*fedcbac*b*abaSignificance Level: 95%
1414654552051481211191211192210175314133145216Unweighted total

913260421901362199181196176195173311115136204Weighted total

-191853319-362836273628*1231837Hermes
-%14%31%11%18%14%-%18%15%18%15%18%16%5%13%20%13%18%

b

321753024230273130292524212534Parcelforce
34%16%12%12%16%17%100%15%15%16%17%15%15%50%40%18%18%17%

118962722-282628262827-*202228DHL
13%13%15%15%14%16%-%14%14%14%15%14%16%-%3%18%16%14%

117161913-191919181918-*61219UPS
6%13%2%14%10%10%-%10%11%9%10%10%10%-%2%5%9%9%

a

112261313-161516111614-171216FedEx
15%9%4%14%7%10%-%8%8%8%6%8%8%-%12%6%9%8%

-572127-121212121212--81112UK Mail
-%4%11%5%6%5%-%6%7%6%7%6%7%-%-%7%8%6%

b

255195-12798911-*11512TNT
18%4%8%3%5%4%-%6%4%5%4%5%6%-%3%10%4%6%

a

*52186-888887-1758DX
5%4%3%3%4%5%-%4%5%4%5%4%4%-%11%6%4%4%

-61-75-777777-*347Yodel
-%4%2%-%4%4%-%4%4%4%4%4%4%-%1%2%3%3%

Interlink / Interlink
-51255-55555212155Express / Direct
-%4%1%5%3%4%-%3%3%3%3%3%1%45%15%1%4%3%

-3*-3*-33333-----3Pitney Bowes
-%2%*%-%1%*%-%1%1%1%1%1%-%-%-%-%-%1%

-2--22-222222--122TNT Express
-%2%-%-%1%2%-%1%1%1%1%1%1%-%-%1%2%1%

--222--222222---22Interparcel
-%-%4%6%1%-%-%1%1%1%1%1%1%-%-%-%2%1%

ba

-2*-22-222*22--*22APC
-%1%*%-%1%1%-%1%1%1%*%1%1%-%-%*%1%1%

--1-11-111111--111Parcels to go
-%-%2%-%1%1%-%1%1%1%1%1%1%-%-%1%1%1%

-1-111-111111--1-1Collect Plus
-%1%-%3%1%1%-%1%1%1%1%1%1%-%-%1%-%1%

-*1111-111111--1*1DPD
-%*%1%2%1%*%-%1%1%1%1%1%1%-%-%1%*%1%

***11*-111111--*11Fastway Couriers
1%*%1%1%1%*%-%1%1%1%1%1%*%-%-%*%*%*%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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QV5c. Which mail service provider would you consider as your organisation's main provider (in addition to, or other than, Royal Mail)?
Base: All Respondents who use a mail service provider other than RM



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*cbacba*fedcbac*b*abaSignificance Level: 95%
1414654552051481211191211192210175314133145216Unweighted total

913260421901362199181196176195173311115136204Weighted total

-1-***-1*1111---11Local Courier
-%*%-%1%*%*%-%*%*%*%*%*%*%-%-%-%*%*%

--*-**-*****-----*Neo Post
-%-%1%-%*%*%-%*%*%*%*%*%-%-%-%-%-%*%

-*--*--******--***Legal Post
-%*%-%-%*%-%-%*%*%*%*%*%*%-%-%*%*%*%

Secured Mail (Previously
------------------City Link Post)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

MHI (Mail Handling
------------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Whistl (Previously known
------------------as TNT Post)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Eagle Couriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Lynx
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------First Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------One Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Wey Group International
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------ENC
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Fast Track
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Tuffnels
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Euro
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------UK / British Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Freight - Better / Night
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Global Mailing
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Haynes
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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QV5c. Which mail service provider would you consider as your organisation's main provider (in addition to, or other than, Royal Mail)?
Base: All Respondents who use a mail service provider other than RM



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*cbacba*fedcbac*b*abaSignificance Level: 95%
1414654552051481211191211192210175314133145216Unweighted total

913260421901362199181196176195173311115136204Weighted total

------------------Priority Express
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Business Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------AJG Parcels
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Parcel Live
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Coopers Carriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------DHS
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Securicor
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1912117-111111101110--3811Other answers
7%7%2%5%6%5%-%6%6%6%5%6%6%-%-%3%6%5%

-*--**-***-*-----*None
-%*%-%-%*%*%-%*%*%*%-%*%-%-%-%-%-%*%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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QV5c. Which mail service provider would you consider as your organisation's main provider (in addition to, or other than, Royal Mail)?
Base: All Respondents who use a mail service provider other than RM

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

baba*ba*babac*baSignificance Level: 95%
1714514952131478208721441312458216Unweighted total
1673714056161437197741291202258204Weighted total

3072412623-371126245737Hermes
18%19%17%22%36%16%-%19%15%20%20%24%13%18%

2853021306271420206734Parcelforce
17%15%21%4%9%21%93%14%19%15%17%28%12%17%

a

2531414419-2862215*1228DHL
15%8%10%24%25%13%-%14%8%17%13%1%21%14%

b

145154216*19109102419UPS
9%13%11%7%11%11%7%9%13%7%8%11%7%9%

1239638-168793316FedEx
7%8%7%11%16%6%-%8%11%6%8%16%5%8%

11*92-9-123972212UK Mail
7%1%7%4%-%6%-%6%4%7%6%8%3%6%

8383-10-12474*812TNT
5%9%6%6%-%7%-%6%6%6%3%1%13%6%

c

7171-3-8176-18DX
4%2%5%1%-%2%-%4%1%6%5%-%3%4%

5234-7-7345*27Yodel
3%6%2%6%-%5%-%4%4%3%4%2%3%3%

Interlink / Interlink
42*5**-5322125Express / Direct
2%4%*%9%3%*%-%3%4%2%2%7%3%3%

b

3------32*3-*3Pitney Bowes
2%-%-%-%-%-%-%1%3%*%2%-%*%1%

2-11-1-2112--2TNT Express
1%-%1%2%-%1%-%1%2%1%2%-%-%1%

-22--2-2-2--22Interparcel
-%6%2%-%-%2%-%1%-%2%-%-%4%1%

bc

2-2--2-2-22-*2APC
1%-%1%-%-%1%-%1%-%1%1%-%*%1%

1-1----1-11--1Parcels to go
1%-%1%-%-%-%-%1%-%1%1%-%-%1%

1--1-1-11---11Collect Plus
1%-%-%2%-%1%-%1%2%-%-%-%2%1%

1-1--1-1*11-*1DPD
1%-%1%-%-%1%-%1%*%1%1%-%1%1%

1***-1-1-1***1Fastway Couriers
1%*%*%*%-%*%-%1%-%1%*%2%*%*%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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QV5c. Which mail service provider would you consider as your organisation's main provider (in addition to, or other than, Royal Mail)?
Base: All Respondents who use a mail service provider other than RM



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

baba*ba*babac*baSignificance Level: 95%
1714514952131478208721441312458216Unweighted total
1673714056161437197741291202258204Weighted total

**1--1-11-1--1Local Courier
*%1%*%-%-%*%-%*%1%-%1%-%-%*%

*------*-**--*Neo Post
*%-%-%-%-%-%-%*%-%*%*%-%-%*%

*-*--*-*-**--*Legal Post
*%-%*%-%-%*%-%*%-%*%*%-%-%*%

Secured Mail (Previously
--------------City Link Post)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

MHI (Mail Handling
--------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Whistl (Previously known
--------------as TNT Post)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Eagle Couriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Lynx
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------First Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------One Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Wey Group International
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------ENC
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fast Track
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Tuffnels
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Euro
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------UK / British Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Freight - Better / Night
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Global Mailing
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Haynes
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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QV5c. Which mail service provider would you consider as your organisation's main provider (in addition to, or other than, Royal Mail)?
Base: All Respondents who use a mail service provider other than RM



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

baba*ba*babac*baSignificance Level: 95%
1714514952131478208721441312458216Unweighted total
1673714056161437197741291202258204Weighted total

--------------Priority Express
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Business Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------AJG Parcels
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Parcel Live
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Coopers Carriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------DHS
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Securicor
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

9210*-10-11566-511Other answers
5%6%7%*%-%7%-%6%7%5%5%-%9%5%

*------**-*--*None
*%-%-%-%-%-%-%*%1%-%*%-%-%*%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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QV5c. Which mail service provider would you consider as your organisation's main provider (in addition to, or other than, Royal Mail)?
Base: All Respondents who use a mail service provider other than RM

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthMonthother main provider

DecNovOctJunMayAprMarFebJanDissatisfiedSatisfiedTOTAL

*c*b*ac*b*a*cb*a*baSignificance Level: 95%
2616233816122135294188216Unweighted total
251822352272525236175204Weighted total

4441332313-3637Hermes
16%21%19%38%14%23%12%3%14%-%20%18%

52387-234-2834Parcelforce
18%10%15%22%32%-%9%10%19%-%16%17%

134221483-2228DHL
6%16%17%7%7%11%16%32%12%-%13%14%

4-*12*54421719UPS
15%-%2%2%7%6%18%16%16%37%9%9%

1421-*223-1416FedEx
5%20%8%4%-%3%10%8%13%-%8%8%

-4*-53----1112UK Mail
-%21%2%-%21%40%-%-%-%-%6%6%

---33**14-912TNT
-%-%-%9%13%3%2%2%19%-%5%6%

1*2*1-22*-68DX
3%1%8%1%5%-%7%9%1%-%4%4%

2-21-**2-257Yodel
9%-%8%2%-%1%2%6%-%26%3%3%

Interlink / Interlink
2--2---2--55Express / Direct
7%-%-%5%-%-%-%7%-%-%3%3%

--2*----*-33Pitney Bowes
-%-%11%*%-%-%-%-%1%-%1%1%

-11-------22TNT Express
-%7%6%-%-%-%-%-%-%-%1%1%

2--------2-2Interparcel
9%-%-%-%-%-%-%-%-%37%-%1%

------2*--22APC
-%-%-%-%-%-%7%1%-%-%1%1%

--1-------11Parcels to go
-%-%6%-%-%-%-%-%-%-%1%1%

---1------11Collect Plus
-%-%-%3%-%-%-%-%-%-%1%1%

*--*---*--11DPD
1%-%-%1%-%-%-%2%-%-%1%1%

-*-----1--11Fastway Couriers
-%2%-%-%-%-%-%2%-%-%1%*%

---*----*-*1Local Courier
-%-%-%1%-%-%-%-%1%-%*%*%

------*---**Neo Post
-%-%-%-%-%-%2%-%-%-%*%*%

Columns Tested: a,b - a,b,c - a,b,c - a,b,c
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QV5c. Which mail service provider would you consider as your organisation's main provider (in addition to, or other than, Royal Mail)?
Base: All Respondents who use a mail service provider other than RM



Satisfaction with
MonthMonthMonthother main provider

DecNovOctJunMayAprMarFebJanDissatisfiedSatisfiedTOTAL

*c*b*ac*b*a*cb*a*baSignificance Level: 95%
2616233816122135294188216Unweighted total
251822352272525236175204Weighted total

*---------**Legal Post
*%-%-%-%-%-%-%-%-%-%*%*%

Secured Mail (Previously
------------City Link Post)
-%-%-%-%-%-%-%-%-%-%-%-%

MHI (Mail Handling
------------International)
-%-%-%-%-%-%-%-%-%-%-%-%

Whistl (Previously known
------------as TNT Post)
-%-%-%-%-%-%-%-%-%-%-%-%

------------Eagle Couriers
-%-%-%-%-%-%-%-%-%-%-%-%

------------Lynx
-%-%-%-%-%-%-%-%-%-%-%-%

------------First Post
-%-%-%-%-%-%-%-%-%-%-%-%

------------One Post
-%-%-%-%-%-%-%-%-%-%-%-%

------------Wey Group International
-%-%-%-%-%-%-%-%-%-%-%-%

------------ENC
-%-%-%-%-%-%-%-%-%-%-%-%

------------Fast Track
-%-%-%-%-%-%-%-%-%-%-%-%

------------Tuffnels
-%-%-%-%-%-%-%-%-%-%-%-%

------------Euro
-%-%-%-%-%-%-%-%-%-%-%-%

------------UK / British Mail
-%-%-%-%-%-%-%-%-%-%-%-%

------------Freight - Better / Night
-%-%-%-%-%-%-%-%-%-%-%-%

------------Global Mailing
-%-%-%-%-%-%-%-%-%-%-%-%

------------Haynes
-%-%-%-%-%-%-%-%-%-%-%-%

------------Priority Express
-%-%-%-%-%-%-%-%-%-%-%-%

------------Business Post
-%-%-%-%-%-%-%-%-%-%-%-%

------------AJG Parcels
-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c - a,b,c
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QV5c. Which mail service provider would you consider as your organisation's main provider (in addition to, or other than, Royal Mail)?
Base: All Respondents who use a mail service provider other than RM



Satisfaction with
MonthMonthMonthother main provider

DecNovOctJunMayAprMarFebJanDissatisfiedSatisfiedTOTAL

*c*b*ac*b*a*cb*a*baSignificance Level: 95%
2616233816122135294188216Unweighted total
251822352272525236175204Weighted total

------------Parcel Live
-%-%-%-%-%-%-%-%-%-%-%-%

------------Coopers Carriers
-%-%-%-%-%-%-%-%-%-%-%-%

------------DHS
-%-%-%-%-%-%-%-%-%-%-%-%

------------Securicor
-%-%-%-%-%-%-%-%-%-%-%-%

3--2-14*1-1011Other answers
11%-%-%6%-%12%16%1%5%-%6%5%

-*---------*None
-%2%-%-%-%-%-%-%-%-%-%*%

Columns Tested: a,b - a,b,c - a,b,c - a,b,c
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QV5c. Which mail service provider would you consider as your organisation's main provider (in addition to, or other than, Royal Mail)?
Base: All Respondents who use a mail service provider other than RM

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
734143167156827882106907164100611200Unweighted total

103250615784931821888670134123721200Weighted total

92647575278801621677665119113661082Letters
90%93%93%91%93%86%89%89%88%93%88%92%91%90%

Other everyday
correspondence, such as
invoices, one off bills

67233413856601131326141778448784etc.
65%67%67%67%67%65%62%70%71%59%58%68%66%65%

5693038325433971033735897943670Large letters
55%61%62%57%64%35%53%55%43%50%66%64%59%56%

ehehehehehhhehehh

451202625314185833726635232522Parcels and packets
44%40%42%44%37%43%47%44%43%38%47%43%45%43%

Order fulfilment
(sending ordered goods

231101212202840332312203322266to customers)
22%20%20%22%24%30%22%17%27%17%15%27%31%22%

cfcf

Bulk customer mailings,
such as bills,
statements, customer

201131711202135461511172412244packs etc.
20%27%29%20%24%23%19%25%18%16%13%20%16%20%

ccdm

Advertising and
promotional material,
such as catalogues,
brochures and direct

122462101218228725128135mail
12%9%10%4%12%13%10%11%10%11%19%10%11%11%

jjjjjjl

Publications, such as
magazines, periodicals,

604556612934134174customer newsletters
6%9%8%8%8%7%7%5%4%6%10%3%2%6%

Goods / business
supplies / large packets

---*---------*ordered via lorry
-%-%-%1%-%-%-%-%-%-%-%-%-%*%

m

Legal / accounts
*---*--------*documents / tax forms
*%-%-%-%*%-%-%-%-%-%-%-%-%*%

--------------Refused
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

20-21-2-51153122None of These
2%-%3%2%-%2%-%3%1%2%4%3%2%2%

lll

4--*---31----4Other
*%-%-%*%-%-%-%1%1%-%-%-%-%*%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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QV6a. Which of the following types of mail does your organisation send regularly?
Base: All respondents



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
734143167156827882106907164100611200Unweighted total

103250615784931821888670134123721200Weighted total

--------------Don't Know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

NET: (Large) Letters,
100148595581921791808169129119711164Packets and parcels

97%96%97%97%97%98%99%96%94%98%96%97%98%97%

305172416273050562218483420361NET: Bulk mailings
30%34%39%28%32%32%28%30%26%26%36%28%27%30%

ejm

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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QV6a. Which of the following types of mail does your organisation send regularly?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

baedcbagfed*cbaSignificance Level: 95%
68551529250581849084865428095161161191200Unweighted total
62357748893011524625930989161031191200Weighted total

55852346892810364155925781151011141082Letters
90%91%95%97%99%93%90%90%100%83%91%93%97%95%90%

aaedegege

Other everyday
correspondence, such as
invoices, one off bills

3963893768227472733418776128389784etc.
63%67%77%76%89%74%65%59%57%61%85%76%80%75%65%

aabeaefgefgefg

3433273888226322644715443106760670Large letters
55%57%80%96%83%74%55%57%80%50%49%63%65%51%56%

aabceaaeabdegade

264258235514498175191832386333522Parcels and packets
42%45%49%60%50%45%43%38%33%59%26%47%61%27%43%

aadadfgadfg

Order fulfilment
(sending ordered goods

129137101262566951091014912266to customers)
21%24%20%17%23%20%22%15%8%35%11%9%48%10%22%

adfgadefg

Bulk customer mailings,
such as bills,
statements, customer

132112174582278814592262719244packs etc.
21%19%35%42%49%28%20%19%23%19%25%36%26%16%20%

aaabea

Advertising and
promotional material,
such as catalogues,
brochures and direct

76599144126663281011311135mail
12%10%19%17%39%13%11%14%4%9%11%7%12%9%11%

aabdeef

Publications, such as
magazines, periodicals,

4331612368453132-4174customer newsletters
7%5%12%16%19%9%6%10%5%4%2%-%4%1%6%

aaababde

Goods / business
supplies / large packets

-*----**------*ordered via lorry
-%*%-%-%-%-%*%*%-%-%-%-%-%-%*%

Legal / accounts
-***--------*-*documents / tax forms
-%*%*%3%-%-%-%-%-%-%-%-%*%-%*%

aab

---------------Refused
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Produced by OLR
OFC1885
Issue date: 18/01/16
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QV6a. Which of the following types of mail does your organisation send regularly?
Base: All respondents



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

baedcbagfed*cbaSignificance Level: 95%
68551529250581849084865428095161161191200Unweighted total
62357748893011524625930989161031191200Weighted total

716**--229-92--322None of These
1%3%*%1%-%-%2%2%-%3%2%-%-%2%2%

be

31*--*43--1---4Other
*%*%*%-%-%*%*%1%-%-%1%-%-%-%*%

e

---------------Don't Know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

NET: (Large) Letters,
60855648893011164455929986151031151164Packets and parcels

98%96%100%99%99%100%97%96%100%97%97%93%100%97%97%

aa

19716421461234015417792863626361NET: Bulk mailings
32%28%45%51%59%38%29%33%29%26%32%36%34%22%30%

aaabeaaea
Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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QV6a. Which of the following types of mail does your organisation send regularly?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*gfedcbacbaba*dcbaSignificance Level: 95%
24362971472236063085893033088922985744791200Unweighted total
3163460142212712240622338240960564575801200Weighted total

3133459139205629195577309195886558545161082Letters
100%80%100%97%98%97%88%82%93%91%82%92%98%91%94%89%90%

afafafafccb

Other everyday
correspondence, such as
invoices, one off bills

212274711316242115244219015263234335366784etc.
84%72%79%78%80%76%59%63%71%56%63%66%60%67%61%63%65%

aaaaac

313294610013833815639611915651453941321670Large letters
100%80%85%77%71%65%48%65%64%35%65%54%90%61%72%55%56%

aabcabaaaaaa

312132769902891822756418233942636256522Parcels and packets
100%71%38%45%48%43%41%76%44%19%76%35%71%40%63%44%43%

abcdeabaaac

Order fulfilment
(sending ordered goods

*3111632491441311231213113521718136266to customers)
16%17%31%26%22%23%20%55%20%3%55%14%31%26%31%24%22%

aabaa

Bulk customer mailings,
such as bills,
statements, customer

271619465010464133476418021119100244packs etc.
84%40%48%31%32%24%15%27%21%14%27%19%45%17%33%17%20%

ababcdaaaaaaac

Advertising and
promotional material,
such as catalogues,
brochures and direct

241182431544080154095110559135mail
84%25%33%13%17%14%8%17%13%4%17%10%22%16%8%10%11%

aabcdaaaaa

Publications, such as
magazines, periodicals,

-6261683421421121531372474customer newsletters
-%34%5%10%12%4%5%9%7%3%9%6%17%5%12%4%6%

abcdeababaaaa

Goods / business
supplies / large packets

------*-*--*---**ordered via lorry
-%-%-%-%-%-%*%-%*%-%-%*%-%-%-%*%*%

Legal / accounts
--*----*--*-*---*documents / tax forms
-%-%1%-%-%-%-%*%-%-%*%-%4%-%-%-%*%

a

-----------------Refused
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----1203613320---1422None of These
-%-%-%-%-%1%3%1%1%4%1%2%-%-%-%2%2%

cbc

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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QV6a. Which of the following types of mail does your organisation send regularly?
Base: All respondents



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*gfedcbacbaba*dcbaSignificance Level: 95%
24362971472236063085893033088922985744791200Unweighted total
3163460142212712240622338240960564575801200Weighted total

-----13-13-4---34Other
-%-%-%-%-%1%*%-%*%1%-%*%-%-%-%*%*%

-----------------Don't Know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

NET: (Large) Letters,
3163460142208681236609319236928564575571164Packets and parcels

100%100%100%100%100%98%96%98%98%94%98%97%98%100%100%96%97%

aaaa

2101824628415784210678427731826151361NET: Bulk mailings
84%64%53%40%44%39%22%35%34%20%35%29%53%28%45%26%30%

abcdabaaaaaaac

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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QV6a. Which of the following types of mail does your organisation send regularly?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cbababa*e*dcbaSignificance Level: 95%
142749111421057981101292642644921200Unweighted total

828690615310461071092242440634911200Weighted total

5230846117964751006111937454381082Letters
72%80%93%77%92%70%92%44%77%93%72%89%90%

bbbbb

Other everyday
correspondence, such as
invoices, one off bills

218160194691577276112239339784etc.
33%63%66%61%66%53%67%24%46%57%63%69%65%

b

5173492855865861215102342332670Large letters
61%61%54%55%56%54%56%64%40%57%67%68%56%

32462721393829942323243959374522Parcels and packets
37%86%30%91%36%92%39%98%100%100%94%76%43%

aaaaa

Order fulfilment
(sending ordered goods

21611031041627419217213346135266to customers)
28%56%11%68%15%69%18%72%87%83%73%28%22%

aaaaa

Bulk customer mailings,
such as bills,
statements, customer

171172262181522924613127244packs etc.
7%25%19%17%21%14%21%8%15%16%20%26%20%

a

Advertising and
promotional material,
such as catalogues,
brochures and direct

*42932411110124453869135mail
1%15%10%15%11%10%11%18%21%7%13%14%11%

a

Publications, such as
magazines, periodicals,

-2054126212622*4104174customer newsletters
-%7%6%8%6%11%6%6%2%10%15%8%6%

a

Goods / business
supplies / large packets

--*-*-*----**ordered via lorry
-%-%*%-%*%-%*%-%-%-%-%*%*%

Legal / accounts
-*--*-*-*---*documents / tax forms
-%*%-%-%*%-%*%-%1%-%-%-%*%

-------------Refused
-%-%-%-%-%-%-%-%-%-%-%-%-%

*418518319----822None of These
6%2%2%3%2%3%2%-%-%-%-%2%2%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Produced by OLR
OFC1885
Issue date: 18/01/16
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QV6a. Which of the following types of mail does your organisation send regularly?
Base: All respondents



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cbababa*e*dcbaSignificance Level: 95%
142749111421057981101292642644921200Unweighted total

828690615310461071092242440634911200Weighted total

-*4*4-4----14Other
-%*%*%*%*%-%*%-%-%-%-%*%*%

-------------Don't Know
-%-%-%-%-%-%-%-%-%-%-%-%-%

NET: (Large) Letters,
728287514810151041059242440614771164Packets and parcels

94%98%97%97%97%97%97%100%100%100%98%97%97%

1100260483132733458921179361NET: Bulk mailings
7%35%29%31%30%25%31%21%34%23%34%36%30%

a
Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c
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QV6a. Which of the following types of mail does your organisation send regularly?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
13311374213009342819259398523113273511043422066431200Unweighted total
10111324172866346788266361522111567010823252196431200Weighted total

9110693702705273751213341450108263610822821985921082Letters
90%94%89%94%83%79%95%80%95%86%97%95%100%87%91%92%90%

aadfdffbdefdfbcdefgc

Other everyday
correspondence, such as
invoices, one off bills

697612782032211784169292342765474751218149414784etc.
68%67%67%71%37%61%100%64%81%66%69%71%69%67%68%64%65%

aabcdefabcdfdf

766542922085208475159255365670670636207142317670Large letters
76%58%70%73%83%60%60%60%71%70%60%100%59%64%65%49%56%

bbaacfgacfgacdefgaa

75496310203431034223918152247336545018698229522Parcels and packets
74%44%74%71%78%90%43%90%50%100%42%54%42%57%45%36%43%

bbcabcegacgabcefgacgaba

Order fulfilment
(sending ordered goods

53252164312491702668423923015921311244106266to customers)
53%22%39%1%11%72%22%100%23%46%21%24%20%35%20%16%22%

abbcabcdegabcegaab

Bulk customer mailings,
such as bills,
statements, customer

252408877173209532441242401802357562107244packs etc.
25%21%21%27%21%21%27%20%68%24%22%27%22%23%28%17%20%

acfabcdfgacfaa

Advertising and
promotional material,
such as catalogues,
brochures and direct

151315536153106391357713199129364257135mail
14%12%13%13%17%15%14%14%37%15%12%15%12%11%19%9%11%

abcdfgac

Publications, such as
magazines, periodicals,

147226203335928744870536321203374customer newsletters
14%6%6%7%59%10%7%10%21%9%6%8%6%7%9%5%6%

abacabcdfgaca

Goods / business
supplies / large packets

***--**--*---*--*ordered via lorry
*%*%*%-%-%*%*%-%-%*%-%-%-%*%-%-%*%

Legal / accounts
***--**-*****-*-*documents / tax forms
*%*%*%-%-%*%*%-%*%*%*%*%*%-%*%-%*%

-----------------Refused
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Produced by OLR
OFC1885
Issue date: 18/01/16
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QV6a. Which of the following types of mail does your organisation send regularly?
Base: All respondents



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
13311374213009342819259398523113273511043422066431200Unweighted total
10111324172866346788266361522111567010823252196431200Weighted total

---3-5-------341522None of These
-%-%-%1%-%1%-%-%-%-%-%-%-%1%2%2%2%

-11--*4*-*1*11-34Other
-%*%*%-%-%*%1%*%-%*%*%*%*%*%-%*%*%

-----------------Don't Know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

NET: (Large) Letters,
10111324172805338777265357522111567010823202136171164Packets and parcels
100%100%100%98%92%98%99%100%99%100%100%100%100%99%97%96%97%

egefgegefga

403531339951192928436118135125534110392166361NET: Bulk mailings
40%31%32%35%84%34%37%32%100%35%31%38%32%32%42%26%30%

acabcdfgacac

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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QV6a. Which of the following types of mail does your organisation send regularly?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbac*babaSignificance Level: 95%
116931149183115572141169946117610171166108316667749011200Unweighted total
11891216516711497056117093311749861165109317627398831200Weighted total

1108311351471043628610528421067913106098617577108361082Letters
94%91%82%88%91%89%98%90%90%91%93%91%90%100%93%96%95%90%

aae

Other everyday
correspondence, such as
invoices, one off bills

856049211276046617776237766877727051254515594784etc.
72%66%56%67%66%66%19%66%67%66%70%66%64%71%87%70%67%65%

aac

61508959063842946585506626136596031337431545670Large letters
52%56%58%54%56%61%56%56%59%56%62%57%55%76%60%58%62%56%

bace

473641071044953722512480512455508460540313403522Parcels and packets
40%40%65%62%43%53%37%44%51%44%46%44%42%28%65%42%46%43%

bcabbabcec

Order fulfilment
(sending ordered goods

1518267652501792261241254222250226325160184266to customers)
12%20%41%39%22%25%37%22%26%22%23%21%21%15%40%22%21%22%

bcabacc

Bulk customer mailings,
such as bills,
statements, customer

261783919237159-243195240213240218418169195244packs etc.
22%19%24%12%21%23%-%21%21%20%22%21%20%23%30%23%22%20%

cc

Advertising and
promotional material,
such as catalogues,
brochures and direct

129329171268831291071311171311223983104135mail
11%10%18%10%11%12%42%11%12%11%12%11%11%19%14%11%12%11%

b

Publications, such as
magazines, periodicals,

124517156943-746470657061-4445574customer newsletters
10%5%10%9%6%6%-%6%7%6%7%6%6%-%7%6%6%6%

bb

Goods / business
supplies / large packets

--*-**-******--***ordered via lorry
-%-%*%-%*%*%-%*%*%*%*%*%*%-%-%*%*%*%

Legal / accounts
-*-***-*****--****documents / tax forms
-%*%-%*%*%*%-%*%*%*%*%*%-%-%*%*%*%*%

c

------------------Refused
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Produced by OLR
OFC1885
Issue date: 18/01/16
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QV6a. Which of the following types of mail does your organisation send regularly?
Base: All respondents



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbac*babaSignificance Level: 95%
116931149183115572141169946117610171166108316667749011200Unweighted total
11891216516711497056117093311749861165109317627398831200Weighted total

-18432114*22122072021-*--22None of These
-%2%3%2%2%2%2%2%1%2%1%2%2%-%1%-%-%2%

bbb

31-344-444444--114Other
2%*%-%2%*%1%-%*%*%*%*%*%*%-%-%*%*%*%

bb

------------------Don't Know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

NET: (Large) Letters,
11388516016111166866113591211429711134105817617398831164Packets and parcels

96%97%97%96%97%97%98%97%98%97%98%97%97%100%99%100%100%97%

e

4026556423452333355287352312351322621238277361NET: Bulk mailings
34%29%34%25%30%33%42%30%31%30%32%30%29%33%34%32%31%30%

c
Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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QV6a. Which of the following types of mail does your organisation send regularly?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

bababababacbaSignificance Level: 95%
1714596222359960941106480720102967991200Unweighted total
167379742186893811110894737271026651031200Weighted total

136228742026784010697541167095749701082Letters
82%59%90%92%98%90%95%90%87%92%93%76%68%90%

aabab

Other everyday
correspondence, such as
invoices, one off bills

1042062815441612827022954896943950784etc.
62%53%65%70%60%65%74%64%63%67%68%60%49%65%

a

1022151714944505436272484225714945670Large letters
61%56%53%68%65%54%39%58%53%58%56%75%44%56%

bbaac

1313639512335398344882053173984080522Parcels and packets
79%98%41%56%51%42%30%45%43%44%39%62%77%43%

bbbcbc

Order fulfilment
(sending ordered goods

73251907325193152511141521852456266to customers)
44%68%20%33%37%21%14%23%24%21%18%37%54%22%

bbabcbc

Bulk customer mailings,
such as bills,
statements, customer

34619152121982222188155215920244packs etc.
21%17%20%24%17%21%20%20%19%21%21%14%19%20%

Advertising and
promotional material,
such as catalogues,
brochures and direct

244993671081012458771061017135mail
14%10%10%16%10%12%9%11%12%11%10%15%16%11%

b

Publications, such as
magazines, periodicals,

10254207546682747638374customer newsletters
6%6%6%9%10%6%6%6%6%6%6%12%3%6%

ba

Goods / business
supplies / large packets

--*--*-**--*-*ordered via lorry
-%-%*%-%-%*%-%*%*%-%-%1%-%*%

c

Legal / accounts
-**--*-**-*--*documents / tax forms
-%1%*%-%-%*%-%*%*%-%*%-%-%*%

--------------Refused
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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QV6a. Which of the following types of mail does your organisation send regularly?
Base: All respondents



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

bababababacbaSignificance Level: 95%
1714596222359960941106480720102967991200Unweighted total
167379742186893811110894737271026651031200Weighted total

5-21*-221211013182322None of These
3%-%2%*%-%2%1%2%2%2%2%3%3%2%

a

*-4**3-4134*-4Other
*%-%*%*%*%*%-%*%*%*%*%*%-%*%

--------------Don't Know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

NET: (Large) Letters,
16237941215679061071056456708997611001164Packets and parcels

97%100%97%99%98%97%96%97%96%97%97%94%97%97%

5372788320293323291352263121631361NET: Bulk mailings
32%20%29%38%29%31%29%30%29%31%30%24%30%30%

b
Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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QV6a. Which of the following types of mail does your organisation send regularly?
Base: All respondents
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Satisfaction with
MonthMonthMonthother main provider

DecNovOctJunMayAprMarFebJanDissatisfiedSatisfiedTOTAL

cbacbacba*baSignificance Level: 95%
141112144245956012317011041881200Unweighted total
145132120247975614116210061751200Weighted total

12911710920879531371529831401082Letters
89%88%90%84%81%95%97%94%98%40%80%90%

bc

Other everyday
correspondence, such as
invoices, one off bills

8982751605639112103685106784etc.
62%62%62%65%58%70%79%64%68%77%60%65%

ab

84586712859378297594104670Large letters
58%44%55%52%61%66%58%59%59%63%59%56%

b

7348509548225588426144522Parcels and packets
50%36%41%39%50%40%39%54%42%97%82%43%

bc

Order fulfilment
(sending ordered goods

333140521917273314684266to customers)
23%24%33%21%20%30%19%20%14%97%48%22%

c

Bulk customer mailings,
such as bills,
statements, customer

21822662615293223*32244packs etc.
15%6%18%27%27%27%21%20%23%3%18%20%

bb

Advertising and
promotional material,
such as catalogues,
brochures and direct

2061331410171816-22135mail
14%4%11%13%4%18%12%11%16%-%13%11%

bbb

Publications, such as
magazines, periodicals,

10105163415111-1274customer newsletters
7%8%4%6%3%7%11%7%1%-%7%6%

aa

Goods / business
supplies / large packets

----*------*ordered via lorry
-%-%-%-%*%-%-%-%-%-%-%*%

Legal / accounts
---*------**documents / tax forms
-%-%-%*%-%-%-%-%-%-%*%*%

------------Refused
-%-%-%-%-%-%-%-%-%-%-%-%

2-297*-2--522None of These
2%-%1%4%7%1%-%1%-%-%3%2%

Columns Tested: a,b - a,b,c - a,b,c - a,b,c
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QV6a. Which of the following types of mail does your organisation send regularly?
Base: All respondents



Satisfaction with
MonthMonthMonthother main provider

DecNovOctJunMayAprMarFebJanDissatisfiedSatisfiedTOTAL

cbacbacba*baSignificance Level: 95%
141112144245956012317011041881200Unweighted total
145132120247975614116210061751200Weighted total

---3----1-*4Other
-%-%-%1%-%-%-%-%1%-%*%*%

------------Don't Know
-%-%-%-%-%-%-%-%-%-%-%-%

NET: (Large) Letters,
142132118229895613716010061711164Packets and parcels

98%100%98%93%92%99%97%99%100%100%97%97%

b

3719281002922494434*49361NET: Bulk mailings
26%14%24%40%30%38%34%27%34%3%28%30%

b
Columns Tested: a,b - a,b,c - a,b,c - a,b,c
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QV6a. Which of the following types of mail does your organisation send regularly?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfe*dcb*aSignificance Level: 95%
329547070343538474128324529523Unweighted total
451202625314185833726635232522Weighted total

229101512191745391613383112266Standard 1st Class
51%49%58%49%62%42%52%46%43%51%59%59%38%51%

20971512151746381511352112243Signed for 1st Class
46%33%59%49%49%41%54%45%40%42%55%40%38%47%

blll

155913109122729129311412188Standard 2nd Class
34%48%50%41%29%29%32%34%33%35%49%28%36%36%

bbim

Special Delivery
16469712932261710211820185Guaranteed by 1pm

36%28%35%28%40%21%38%31%47%37%33%34%61%36%

hj

104567414171888151010122Signed for 2nd Class
23%24%24%30%12%34%21%21%21%30%24%20%31%23%

ii

61444781015*2132473Parcelforce Worldwide
14%18%17%16%22%20%12%18%*%7%21%4%14%14%

ebebebebebeebebe

International Tracked
481127210125362252(previously Airsure)
11%7%2%9%21%5%12%15%13%12%9%3%5%10%

kbhkkkk

International standard
mail (previously

4133383531376550Airmail)
9%13%10%13%27%9%6%3%4%12%12%11%14%10%

efgkm

441128310104332150International Signed
10%7%6%9%25%9%11%12%10%12%5%5%5%10%

bcjklm

International Tracked
40112537102153244and Signed

9%7%4%9%17%9%8%12%7%2%8%7%5%8%

k

Royal Mail tracked 24
28*3213222*103334hours

6%2%11%10%5%8%3%3%7%1%15%6%9%6%

fl

Royal Mail tracked 48
16111**252*3-319hours

4%4%4%6%1%1%3%6%7%1%4%-%9%4%

International Economy
(previously surface

14*11325*-*22-17mail)
3%2%5%6%9%4%6%*%-%1%4%4%-%3%

f
Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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QV6a.1  Which, if any, of the following Royal Mail parcel delivery services does your organisation use to send out parcels?
Base: All who regularly send parcels and packets
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GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfe*dcb*aSignificance Level: 95%
329547070343538474128324529523Unweighted total
451202625314185833726635232522Weighted total

Special Delivery
121211*2-31*2116Guaranteed by 9am

3%5%9%3%5%1%3%-%7%6%1%3%5%3%

fm

None of these (DO NOT
58122578174328463READ OUT)
13%5%8%9%16%17%9%21%11%10%4%16%11%12%

ckl

Don't Know (DO NOT READ
4-------1-2--4OUT)
1%-%-%-%-%-%-%-%3%-%4%-%-%1%

Refused (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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QV6a.1  Which, if any, of the following Royal Mail parcel delivery services does your organisation use to send out parcels?
Base: All who regularly send parcels and packets
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UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

baed*cbag*fe*d*cbaSignificance Level: 95%
294229139302881384175181652698034523Unweighted total
264258235514498175191832386333522Weighted total

144122133372538813971422321266Standard 1st Class
55%47%55%61%60%51%51%50%66%53%60%25%37%65%51%

bbb

11412913427230838841552616243Signed for 1st Class
43%50%56%70%46%53%46%47%44%46%65%65%41%47%47%

a

989011226177636756*2011188Standard 2nd Class
37%35%46%37%52%47%36%36%29%41%26%3%31%33%36%

a

Special Delivery
988810225176552719*2911185Guaranteed by 1pm
37%34%41%36%51%40%35%32%10%39%37%6%45%35%36%

g

5865922511336552*51410122Signed for 2nd Class
22%25%38%42%38%37%23%21%25%28%2%59%22%31%23%

aaa

324231117025130335373Parcelforce Worldwide
12%16%14%17%24%9%14%14%5%16%14%35%9%10%14%

International Tracked
292321115015*25333-52(previously Airsure)
11%9%9%10%19%5%10%8%1%14%12%35%5%-%10%

ab

International standard
mail (previously

272331114615-197-5350Airmail)
10%9%15%28%21%8%9%8%-%11%28%-%8%10%10%

ab

292131114714*23*-6250International Signed
11%8%11%18%19%7%9%8%1%12%1%-%10%5%10%

International Tracked
2519211*4219*19*-2-44and Signed

9%7%9%18%17%3%8%11%1%10%1%-%3%-%8%

bab

Royal Mail tracked 24
15182**1329-166*1*34hours

6%7%7%2%4%10%6%5%-%9%25%6%1%1%6%

b

Royal Mail tracked 48
1092**1184-13*-*-19hours

4%4%7%2%8%8%4%3%-%7%2%-%1%-%4%

bg

International Economy
(previously surface

11611*1169-32-1217mail)
4%2%5%10%4%4%3%5%-%2%10%-%1%5%3%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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QV6a.1  Which, if any, of the following Royal Mail parcel delivery services does your organisation use to send out parcels?
Base: All who regularly send parcels and packets

Produced by OLR
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UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

baed*cbag*fe*d*cbaSignificance Level: 95%
294229139302881384175181652698034523Unweighted total
264258235514498175191832386333522Weighted total

Special Delivery
792**1148-5*-2-16Guaranteed by 9am
3%4%8%5%9%9%3%4%-%3%2%-%3%-%3%

aa

None of these (DO NOT
30333*126018*172118463READ OUT)
11%13%12%3%15%14%12%10%2%9%9%8%29%11%12%

aeg

Don't Know (DO NOT READ
12----42-----14OUT)
*%1%-%-%-%-%1%1%-%-%-%-%-%4%1%

e

Refused (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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QV6a.1  Which, if any, of the following Royal Mail parcel delivery services does your organisation use to send out parcels?
Base: All who regularly send parcels and packets
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Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*fedcbacbaba*dcbaSignificance Level: 95%
2293545718823622724155227296204141206523Unweighted total
312132769902891822756418233942636256522Weighted total

*788393915576157337619021317139266Standard 1st Class
16%59%60%31%57%43%54%42%57%52%42%56%51%51%47%54%51%

dddcb

*788304813486122358615721322106243Signed for 1st Class
16%59%59%30%43%54%46%47%44%55%47%46%46%50%59%41%47%

ddda

*95142933935011027501371511108188Standard 2nd Class
16%76%38%52%43%37%32%28%40%43%28%40%37%21%30%42%36%

accbc

Special Delivery
*666253210477961377109141695185Guaranteed by 1pm

16%50%46%22%36%35%36%42%35%20%42%32%34%14%44%37%36%

daaacc

*537101777416021418113567122Signed for 2nd Class
16%47%23%26%15%19%26%23%22%33%23%24%26%13%15%26%23%

c

*2211110422540825481253973Parcelforce Worldwide
16%17%17%3%15%11%15%14%14%13%14%14%20%8%15%15%14%

ddd

International Tracked
*1*259302625126261-42052(previously Airsure)

16%11%1%8%8%10%10%14%9%1%14%8%25%-%12%8%10%

aaac

International standard
mail (previously

*21453322720327231212350Airmail)
16%17%7%16%8%3%11%15%7%4%15%7%22%8%4%9%10%

bbaba

*22139302722*27221*61850International Signed
16%18%12%3%4%9%11%15%8%*%15%7%25%2%16%7%10%

abaaac

International Tracked
*1-3310242419224211-31044and Signed

16%12%-%13%4%11%8%13%7%3%13%6%17%-%9%4%8%

eeaba

Royal Mail tracked 24
-***7518141451419*311934hours
-%1%3%2%10%6%6%8%5%8%8%6%6%13%3%7%6%

Royal Mail tracked 48
-***2312982910**1919hours
-%1%3%2%2%3%4%5%3%4%5%3%6%1%1%3%4%

International Economy
(previously surface

-**112127101710**1717mail)
-%4%1%5%2%2%4%4%3%2%4%3%7%2%2%3%3%

Special Delivery
-***2210655610*12616Guaranteed by 9am
-%4%3%2%3%3%4%3%2%8%3%3%3%2%6%2%3%

b
Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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QV6a.1  Which, if any, of the following Royal Mail parcel delivery services does your organisation use to send out parcels?
Base: All who regularly send parcels and packets



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*fedcbacbaba*dcbaSignificance Level: 95%
2293545718823622724155227296204141206523Unweighted total
312132769902891822756418233942636256522Weighted total

None of these (DO NOT
21-5514322734227361542963READ OUT)

84%6%-%17%7%15%11%15%12%4%15%11%22%20%12%11%12%

eeea

Don't Know (DO NOT READ
---2--12-121-2--4OUT)
-%-%-%9%-%-%*%1%-%2%1%*%-%9%-%-%1%

abcba

Refused (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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QV6a.1  Which, if any, of the following Royal Mail parcel delivery services does your organisation use to send out parcels?
Base: All who regularly send parcels and packets

Produced by OLR
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Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cbababa*e*dcbaSignificance Level: 95%
72312841283948943328264162361523Unweighted total
32462721393829942323243959374522Weighted total

*10815750216342331391231201266Standard 1st Class
14%44%58%36%57%34%55%56%35%31%53%54%51%

bbbcc

*93149481953121212121230176243Signed for 1st Class
12%38%55%35%51%31%50%53%48%30%51%47%47%

bbbcc

*691193415418169133917146188Standard 2nd Class
6%28%44%24%40%19%40%55%10%24%28%39%36%

bbb

Special Delivery
*909544141221641191128127185Guaranteed by 1pm

14%36%35%32%37%22%39%45%37%28%48%34%36%

ba

*507222100121118481982122Signed for 2nd Class
9%20%26%16%26%12%26%36%18%21%32%22%23%

bb

145272053136073265673Parcelforce Worldwide
52%18%10%14%14%13%14%29%12%4%11%15%14%

a

International Tracked
*39132032133995*102852(previously Airsure)
6%16%5%14%8%13%9%37%20%*%17%7%10%

aac

International standard
mail (previously

*321719311337751132350Airmail)
6%13%6%14%8%13%9%30%21%4%22%6%10%

aac

*381122271733863112250International Signed
17%15%4%16%7%17%8%32%25%8%18%6%10%

aaaa

International Tracked
-33111629103483192444and Signed
-%13%4%11%7%10%8%32%10%2%16%6%8%

aac

Royal Mail tracked 24
-17174304305*271934hours
-%7%6%3%8%4%7%21%1%5%13%5%6%

ba

Royal Mail tracked 48
-1193172185*141019hours
-%4%3%2%4%2%4%21%1%2%7%3%4%

International Economy
(previously surface

-12589512**151017mail)
-%5%2%6%2%5%3%1%2%3%9%3%3%

aa
Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c
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QV6a.1  Which, if any, of the following Royal Mail parcel delivery services does your organisation use to send out parcels?
Base: All who regularly send parcels and packets



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cbababa*e*dcbaSignificance Level: 95%
72312841283948943328264162361523Unweighted total
32462721393829942323243959374522Weighted total

Special Delivery
*884123131-141016Guaranteed by 9am
8%3%3%3%3%3%3%2%-%2%7%3%3%

None of these (DO NOT
*521046173528387103463READ OUT)

14%21%4%33%4%35%7%13%34%18%16%9%12%

aaa

Don't Know (DO NOT READ
-21-4-4--2-14OUT)
-%1%*%-%1%-%1%-%-%6%-%*%1%

a

Refused (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c
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QV6a.1  Which, if any, of the following Royal Mail parcel delivery services does your organisation use to send out parcels?
Base: All who regularly send parcels and packets
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Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
100501297205630636823119852348639446919494229523Unweighted total

75496310203431034223918152247336545018698229522Weighted total

392591601164146168109822662401992269051119266Standard 1st Class
52%52%52%57%86%47%49%45%45%51%51%55%50%49%52%52%51%

aef

43232175107313216297842432241762167742121243Signed for 1st Class
57%47%57%53%70%43%47%40%46%47%47%48%48%42%43%53%47%

bac

271858188*991317658188177142169564581188Standard 2nd Class
36%37%26%43%10%32%38%32%32%36%37%39%37%30%46%36%36%

aac

Special Delivery
4217713454312611310159185168135158723577185Guaranteed by 1pm
56%36%43%27%70%41%33%42%33%36%36%37%35%39%36%34%36%

abbceg

171218046*7675543612211686108362856122Signed for 2nd Class
23%24%26%22%4%25%22%23%20%23%25%24%24%19%29%24%23%

276751263444837327365495824133573Parcelforce Worldwide
36%13%16%13%61%14%14%16%18%14%14%14%13%13%13%15%14%

ab

International Tracked
3145409340313220524131372791752(previously Airsure)
42%9%13%4%61%13%9%13%11%10%9%8%8%14%9%7%10%

abcaba

International standard
mail (previously

3048357-43293913504436422461850Airmail)
40%10%11%4%-%14%9%16%7%10%9%10%9%13%6%8%10%

abcabcdeg

2943414343283516504331392791450International Signed
39%9%13%2%65%14%8%15%9%10%9%8%9%14%9%6%10%

abbcabcdega

International Tracked
2734375336272615443625322691044and Signed
37%7%12%2%65%12%8%11%9%8%8%7%7%14%9%4%8%

abbca

Royal Mail tracked 24
12342811-23231811343127301251634hours
16%7%9%5%-%7%7%7%6%6%7%7%7%7%5%7%6%

b

Royal Mail tracked 48
919183-17111551917151783819hours

12%4%6%1%-%5%3%6%3%4%4%4%4%4%3%4%4%

bc
Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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QV6a.1  Which, if any, of the following Royal Mail parcel delivery services does your organisation use to send out parcels?
Base: All who regularly send parcels and packets

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
100501297205630636823119852348639446919494229523Unweighted total

75496310203431034223918152247336545018698229522Weighted total

International Economy
(previously surface

717144-1491081717111735917mail)
10%3%5%2%-%4%3%4%4%3%4%3%4%2%5%4%3%

b

Special Delivery
51695-11129416161216311216Guaranteed by 9am
6%3%3%2%-%4%3%4%2%3%3%3%4%2%1%5%3%

None of these (DO NOT
10562814*474740256358395821113163READ OUT)
14%11%9%7%10%15%14%17%14%12%12%11%13%11%11%14%12%

cb

Don't Know (DO NOT READ
2421-2122442421-4OUT)
3%1%1%1%-%1%*%1%1%1%1%1%1%1%1%-%1%

b

Refused (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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QV6a.1  Which, if any, of the following Royal Mail parcel delivery services does your organisation use to send out parcels?
Base: All who regularly send parcels and packets
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Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbac*babaSignificance Level: 95%
43382951175023811518489517472513453642344406523Unweighted total
473641071044953722512480512455508460540313403522Weighted total

211974858254185-261245263231263237323146243266Standard 1st Class
45%54%44%55%51%50%-%51%51%51%51%52%51%55%57%47%60%51%

b

221774257233187-239237240219238221314131207243Signed for 1st Class
48%49%39%55%47%50%-%47%49%47%48%47%48%55%36%42%51%47%

b

1912540451811202185171185166183164220162149188Standard 2nd Class
42%34%38%44%37%32%100%36%36%36%37%36%36%46%50%52%37%36%

aa

Special Delivery
221303351179140-184173182165179167412105158185Guaranteed by 1pm
48%36%31%49%36%38%-%36%36%36%36%35%36%81%29%34%39%36%

ab

108525221158921201091161051161061129894122Signed for 2nd Class
21%23%23%22%23%24%100%23%23%23%23%23%23%14%30%31%23%23%

a

85312256954-73707263726523425873Parcelforce Worldwide
17%15%11%24%14%15%-%14%15%14%14%14%14%50%6%14%14%14%

ab

International Tracked
33514254831-52475043504721343652(previously Airsure)
6%10%13%25%10%8%-%10%10%10%9%10%10%41%4%11%9%10%

ab

International standard
mail (previously

13811235032-50485045494522343950Airmail)
1%11%10%22%10%8%-%10%10%10%10%10%10%50%6%11%10%10%

cab

33214224333-50474842474422303950International Signed
7%9%13%22%9%9%-%10%10%9%9%9%9%41%4%10%10%10%

ab

International Tracked
32813204026-424142364042**252944and Signed
7%8%12%19%8%7%-%8%9%8%8%8%9%9%1%8%7%8%

ab

Royal Mail tracked 24
228463128-31303428342923183334hours
3%8%4%6%6%7%-%6%6%7%6%7%6%36%8%6%8%6%

Royal Mail tracked 48
214461914-19191919191622141919hours
3%4%4%6%4%4%-%4%4%4%4%4%4%36%4%4%5%4%

International Economy
(previously surface

213371714-171717171715-1141217mail)
4%3%3%7%3%4%-%3%4%3%4%3%3%-%2%4%3%3%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Produced by OLR
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QV6a.1  Which, if any, of the following Royal Mail parcel delivery services does your organisation use to send out parcels?
Base: All who regularly send parcels and packets



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbac*babaSignificance Level: 95%
43382951175023811518489517472513453642344406523Unweighted total
473641071044953722512480512455508460540313403522Weighted total

Special Delivery
*14151615-161416161615**121516Guaranteed by 9am
1%4%1%5%3%4%-%3%3%3%4%3%3%5%1%4%4%3%

None of these (DO NOT
53919136044-635763536350*9393563READ OUT)

10%11%18%13%12%12%-%12%12%12%12%12%11%10%22%13%9%12%

c

Don't Know (DO NOT READ
-4--44-444444--424OUT)
-%1%-%-%1%1%-%1%1%1%1%1%1%-%-%1%1%1%

Refused (DO NOT READ
------------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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QV6a.1  Which, if any, of the following Royal Mail parcel delivery services does your organisation use to send out parcels?
Base: All who regularly send parcels and packets

Produced by OLR
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Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

bababababacbaSignificance Level: 95%
1334338912630400314921953284014377523Unweighted total
1313639512335398344882053173984080522Weighted total

60112095718206192481031642112530266Standard 1st Class
46%31%53%46%52%52%55%51%50%52%53%62%38%51%

aa

5310181621918322221891541981826243Signed for 1st Class
40%28%46%50%54%46%64%45%43%49%50%44%32%47%

aa

3612147411313814173731151571119188Standard 2nd Class
28%34%37%33%36%35%42%36%36%36%39%29%24%36%

a

Special Delivery
537130551513913172811041411332185Guaranteed by 1pm
40%18%33%45%42%35%39%35%40%33%35%32%40%36%

ab

337932910857115418195718122Signed for 2nd Class
25%20%23%24%30%21%20%24%20%26%24%18%22%23%

23104923115046927465571273Parcelforce Worldwide
17%27%12%18%32%13%12%14%13%15%14%17%15%14%

a

International Tracked
198292373415117353541352(previously Airsure)
15%21%7%19%21%8%3%10%8%11%9%9%16%10%

bac

International standard
mail (previously

156252592944615343441250Airmail)
11%18%6%20%26%7%11%9%7%11%9%10%15%10%

ba

208292073114918323551050International Signed
15%21%7%17%19%8%3%10%9%10%9%12%12%10%

ba

International Tracked
176311343314313313311044and Signed
13%17%8%11%12%8%3%9%6%10%8%3%13%8%

Royal Mail tracked 24
11123111233311222294134hours

9%1%6%9%4%6%8%6%6%7%7%11%1%6%

aa

Royal Mail tracked 48
6112718*19712172119hours
5%1%3%6%4%2%1%4%4%4%4%4%1%4%

International Economy
(previously surface

43710-1331421512-517mail)
3%8%2%8%-%3%9%3%1%5%3%-%6%3%

bb
Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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QV6a.1  Which, if any, of the following Royal Mail parcel delivery services does your organisation use to send out parcels?
Base: All who regularly send parcels and packets



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

bababababacbaSignificance Level: 95%
1334338912630400314921953284014377523Unweighted total
1313639512335398344882053173984080522Weighted total

Special Delivery
5*105113-16610102416Guaranteed by 9am
4%1%3%4%2%3%-%3%3%3%3%4%5%3%

None of these (DO NOT
1974814448*6324393761763READ OUT)
14%18%12%12%11%12%1%13%12%12%9%15%22%12%

c

Don't Know (DO NOT READ
-21221-4-44--4OUT)
-%7%*%2%7%*%-%1%-%1%1%-%-%1%

ba

Refused (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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QV6a.1  Which, if any, of the following Royal Mail parcel delivery services does your organisation use to send out parcels?
Base: All who regularly send parcels and packets

Produced by OLR
OFC1885
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Satisfaction with
MonthMonthMonthother main provider

DecNovOctJunMayAprMarFebJanDissatisfiedSatisfiedTOTAL

cbacb*acba*baSignificance Level: 95%
6540609339294994543152523Unweighted total
7348509548225588426144522Weighted total

362918482816235118263266Standard 1st Class
50%60%37%50%57%71%42%58%42%38%43%51%

a

342421392311235216257243Signed for 1st Class
46%51%42%41%49%51%41%59%37%38%39%47%

ac

19111237248174515-44188Standard 2nd Class
26%23%24%39%50%37%30%51%34%-%31%36%

c

Special Delivery
1723223921893214153185Guaranteed by 1pm
23%49%45%41%44%36%16%36%33%24%37%36%

cccc

1416915106102913-38122Signed for 2nd Class
19%33%18%16%21%27%19%33%30%-%27%23%

910414644184-2673Parcelforce Worldwide
13%20%9%15%12%16%8%21%10%-%18%14%

International Tracked
788934175-2552(previously Airsure)

10%18%15%10%6%18%1%8%11%-%17%10%

c

International standard
mail (previously

1174554167-2150Airmail)
15%15%9%5%10%16%2%7%16%-%14%10%

c

81257-6184-2550International Signed
10%24%9%7%-%25%2%9%10%-%18%10%

a

International Tracked
475744284-2144and Signed
5%14%9%7%8%18%4%9%10%-%15%8%

Royal Mail tracked 24
1798-------1234hours
23%19%16%-%-%-%-%-%-%-%8%6%

Royal Mail tracked 48
856-------719hours

11%11%12%-%-%-%-%-%-%-%5%4%

International Economy
(previously surface

6-14-*214-617mail)
8%-%1%4%-%1%3%1%10%-%4%3%

b

Special Delivery
565-------516Guaranteed by 9am
7%13%10%-%-%-%-%-%-%-%3%3%

Columns Tested: a,b - a,b,c - a,b,c - a,b,c
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QV6a.1  Which, if any, of the following Royal Mail parcel delivery services does your organisation use to send out parcels?
Base: All who regularly send parcels and packets

Produced by OLR
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Satisfaction with
MonthMonthMonthother main provider

DecNovOctJunMayAprMarFebJanDissatisfiedSatisfiedTOTAL

cbacb*acba*baSignificance Level: 95%
6540609339294994543152523Unweighted total
7348509548225588426144522Weighted total

None of these (DO NOT
15351052105922263READ OUT)
20%6%10%10%11%7%19%6%22%38%15%12%

bb

Don't Know (DO NOT READ
--21-------4OUT)
-%-%5%1%-%-%-%-%-%-%-%1%

Refused (DO NOT READ
------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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QV6a.1  Which, if any, of the following Royal Mail parcel delivery services does your organisation use to send out parcels?
Base: All who regularly send parcels and packets
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GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
6701341561447470739781675894561104Unweighted total
92647575278801621677665119113661082Weighted total

91146555278771621657565112113661065Standard delivery
98%100%98%99%100%96%100%98%98%100%94%100%100%98%

cchccccc

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

113686101021219121776132system)
12%12%15%11%12%13%13%12%12%18%15%6%10%12%

bb

Urgent delivery (send /
receive mail that needs

5144385562*204262to arrive rapidly)
5%9%8%5%10%6%3%3%2%1%17%3%3%6%

deddeabdefgj

m

484237-3183*132157International delivery
5%8%4%6%9%-%2%11%4%1%11%2%2%5%

dhhbdhbdghkmbdghk

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

3333245-8*182541day delivery)
4%6%6%5%5%6%-%5%*%2%7%2%7%4%

egegegegeg

-12-----------12Cross-Border Delivery
-%25%-%-%-%-%-%-%-%-%-%-%-%1%

abcdefgh

ijkm

2-*-1----1---3Other (PLEASE SPECIFY)
*%-%1%-%2%-%-%-%-%2%-%-%-%*%

m

None of these (DO NOT
--*----------*READ OUT)
-%-%1%-%-%-%-%-%-%-%-%-%-%*%

m

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

NET: Urgent / Tracked /
153811714152626111230128180Timed Mail

17%17%20%14%18%19%16%16%14%18%25%11%12%17%

b
Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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QV6b1. Which of the following types of services does your organisation regularly use when sending each of the types of mail you mentioned?  Letters
Base: All Respondents who send LETTERS regularly
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UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

baedcbagfed*cbaSignificance Level: 95%
62647828048571758244495424188151111131104Unweighted total
55852346892810364155925781151011141082Weighted total

55251345892710204045925480151011121065Standard delivery
99%98%98%100%97%97%98%97%100%99%98%100%100%98%98%

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

706271241254872511*1424132system)
13%12%16%18%22%14%12%12%11%10%13%3%14%21%12%

aeg

Urgent delivery (send /
receive mail that needs

263641125826885-7662to arrive rapidly)
5%7%9%10%11%8%6%6%13%3%6%-%7%6%6%

ae

233341125333310**6157International delivery
4%6%9%12%14%6%5%8%4%4%1%3%6%1%5%

aaabadead

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

271431113915*73-6741day delivery)
5%3%6%10%7%4%4%4%1%3%3%-%6%6%4%

a

651**1104*4**1*12Cross-Border Delivery
1%1%3%1%3%3%1%1%*%2%1%3%1%*%1%

aa

21----33------3Other (PLEASE SPECIFY)
*%*%-%-%-%-%*%1%-%-%-%-%-%-%*%

None of these (DO NOT
*-----*------**READ OUT)
*%-%-%-%-%-%*%-%-%-%-%-%-%*%*%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

NET: Urgent / Tracked /
9486922517171143116*1627180Timed Mail
17%17%20%20%25%18%16%17%24%12%19%3%16%24%17%

ee
Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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QV6b1. Which of the following types of services does your organisation regularly use when sending each of the types of mail you mentioned?  Letters
Base: All Respondents who send LETTERS regularly
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Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*gfedcbacbaba*dcbaSignificance Level: 95%
24061951442165452755542752758292881714321104Unweighted total
3133459139205629195577309195886558545161082Weighted total

3133456136201621190568306190874556545111065Standard delivery
100%99%99%96%98%98%99%97%99%99%97%99%93%97%100%99%98%

d

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

*221012268020833020112110959132system)
16%15%6%17%9%13%13%10%14%10%10%13%25%17%17%11%12%

e

Urgent delivery (send /
receive mail that needs

*2161012301233171250*1081962to arrive rapidly)
16%13%2%11%7%6%5%6%6%6%6%6%9%16%14%4%6%

aeaaa

32411811192427524321391957International delivery
100%12%12%18%6%5%3%13%5%2%13%4%24%5%17%4%5%

aaabcabaaac

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

-11324306279636*152341day delivery)
-%8%2%5%2%2%5%3%5%3%3%4%8%1%9%5%4%

bcc

*11222355156**1412Cross-Border Delivery
16%6%4%3%1%1%1%3%1%*%3%1%4%*%1%1%1%

abaaaba

-----211*112---33Other (PLEASE SPECIFY)
-%-%-%-%-%1%*%1%*%*%1%*%-%-%-%1%*%

None of these (DO NOT
------*-*--*---**READ OUT)
-%-%-%-%-%-%*%-%*%-%-%*%-%-%-%*%*%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

NET: Urgent / Tracked /
*221122351072611143261541151181180Timed Mail

16%18%6%19%16%17%17%13%19%14%13%17%29%26%20%16%17%

eeeca
Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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QV6b1. Which of the following types of services does your organisation regularly use when sending each of the types of mail you mentioned?  Letters
Base: All Respondents who send LETTERS regularly
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Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cbababa*e*dcbaSignificance Level: 95%
11238855118986761028182240524511104Unweighted total

5230846117964751006111937454381082Weighted total

522983011794775989111936414301065Standard delivery
97%100%98%100%98%100%98%100%99%99%91%98%98%

b

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

-301032311012120233381132system)
-%13%12%19%11%16%12%17%15%8%7%18%12%

ab

Urgent delivery (send /
receive mail that needs

*174575565611533262to arrive rapidly)
3%8%5%6%6%8%6%9%5%12%7%7%6%

*21361344104724342357International delivery
3%9%4%11%5%13%5%21%23%9%8%5%5%

aaa

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

-1329103163611122441day delivery)
-%6%3%8%3%7%4%5%6%2%4%5%4%

a

-381101111-*1612Cross-Border Delivery
-%1%1%1%1%1%1%8%-%*%1%1%1%

-2*1212-1--*3Other (PLEASE SPECIFY)
-%1%*%1%*%2%*%-%7%-%-%*%*%

aa

None of these (DO NOT
--*-*-*-----*READ OUT)
-%-%*%-%*%-%*%-%-%-%-%-%*%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

NET: Urgent / Tracked /
*4113925155151652358100180Timed Mail
3%18%16%21%16%19%16%17%15%14%17%23%17%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c
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Table 27  (continuation)                                                                                                                                                                        Page 390

QV6b1. Which of the following types of services does your organisation regularly use when sending each of the types of mail you mentioned?  Letters
Base: All Respondents who send LETTERS regularly

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
12310903862887287791219382469110470711043111905981104Unweighted total

9110693702705273751213341450108263610822821985921082Weighted total

8410653552645267742211339438106562210652721955891065Standard delivery
93%100%96%98%100%98%99%99%99%97%98%98%98%96%98%99%98%

acdc

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

221301325333410131487213294132422961132system)
24%12%36%20%57%13%13%14%14%16%12%15%12%15%14%10%12%

bbcaaca

Urgent delivery (send /
receive mail that needs

1462622631347823316240622792662to arrive rapidly)
16%6%17%10%57%5%6%4%7%7%6%6%6%10%5%4%6%

bbaab

5750317327442130345746572792157International delivery
62%5%8%3%57%10%6%10%9%8%5%7%5%9%5%4%5%

abbcacgacab

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

13384113313291112274130411391841day delivery)
14%4%11%5%57%5%4%5%3%6%4%5%4%5%5%3%4%

bb

121263-594381281251512Cross-Border Delivery
13%1%2%1%-%2%1%2%1%2%1%1%1%2%1%1%1%

ab

-32--221*23231-23Other (PLEASE SPECIFY)
-%*%1%-%-%1%*%1%*%*%*%*%*%*%-%*%*%

None of these (DO NOT
----------****--*READ OUT)
-%-%-%-%-%-%-%-%-%-%*%*%*%*%-%-%*%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

NET: Urgent / Tracked /
2717418071342136366493180127180633580180Timed Mail
30%16%49%27%57%15%18%17%19%21%17%20%17%22%18%14%17%

bbcaa
Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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QV6b1. Which of the following types of services does your organisation regularly use when sending each of the types of mail you mentioned?  Letters
Base: All Respondents who send LETTERS regularly

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbac*babaSignificance Level: 95%
11086412616710686613107687210919591084100116607528681104Unweighted total
1108311351471043628610528421067913106098617577108361082Weighted total

1108181311441033618610388301050903104396917577088321065Standard delivery
100%98%97%98%99%98%100%99%99%98%99%98%98%100%100%100%99%98%

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

1692242913196-131111132121132120*991111132system)
15%11%18%19%13%15%-%12%13%12%13%12%12%3%16%13%13%12%

bb

Urgent delivery (send /
receive mail that needs

9467155544159496153615516455462to arrive rapidly)
9%6%5%10%5%7%19%6%6%6%6%6%6%4%11%6%6%6%

b

63318375340-57455750575214414057International delivery
5%4%13%25%5%6%-%5%5%5%5%5%5%5%7%6%5%5%

bcab

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

9248213840-413941394137-4283541day delivery)
8%3%6%14%4%6%-%4%5%4%4%4%4%-%7%4%4%4%

babb

*1019118-121112111210*181112Cross-Border Delivery
*%1%1%6%1%1%-%1%1%1%1%1%1%3%2%1%1%1%

ab

12--33-333333--233Other (PLEASE SPECIFY)
1%*%-%-%*%*%-%*%*%*%*%*%*%-%-%*%*%*%

None of these (DO NOT
-*--*--******----*READ OUT)
-%*%-%-%*%-%-%*%*%*%*%*%*%-%-%-%-%*%

Don't Know (DO NOT READ
------------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

NET: Urgent / Tracked /
2212930341701331174148179160179164112120150180Timed Mail
20%15%22%23%16%21%19%17%18%17%18%17%17%4%20%17%18%17%

bb
Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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QV6b1. Which of the following types of services does your organisation regularly use when sending each of the types of mail you mentioned?  Letters
Base: All Respondents who send LETTERS regularly

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

bababababacbaSignificance Level: 95%
150338832105887886101843167397055741104Unweighted total
136228742026784010697541167095749701082Weighted total

135228582016782310595940665994149691065Standard delivery
99%100%98%100%100%98%99%98%99%98%98%100%99%98%

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

1759537189991235676113119132system)
13%21%11%19%27%12%9%13%14%11%12%22%13%12%

bac

Urgent delivery (send /
receive mail that needs

105412113401621745534562to arrive rapidly)
7%22%5%10%19%5%1%6%4%7%6%7%7%6%

bbab

633819103215516414321157International delivery
4%15%4%9%15%4%1%6%4%6%4%4%16%5%

bbabc

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

813210632*411131361441day delivery)
6%3%4%5%8%4%*%4%3%5%4%2%6%4%

2-92-10*1147101*12Cross-Border Delivery
1%-%1%1%-%1%*%1%1%1%1%2%1%1%

2-2112-3-32-13Other (PLEASE SPECIFY)
2%-%*%1%2%*%-%*%-%*%*%-%2%*%

ac

None of these (DO NOT
--*--*-**-*--*READ OUT)
-%-%*%-%-%*%-%*%*%-%*%-%-%*%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

NET: Urgent / Tracked /
267129512713010170661141551312180Timed Mail
19%31%15%25%40%15%9%17%16%17%16%27%17%17%

babc
Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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QV6b1. Which of the following types of services does your organisation regularly use when sending each of the types of mail you mentioned?  Letters
Base: All Respondents who send LETTERS regularly
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Satisfaction with
MonthMonthMonthother main provider

DecNovOctJunMayAprMarFebJanDissatisfiedSatisfiedTOTAL

cbacbacba*baSignificance Level: 95%
129100133214855511916010921631104Unweighted total
12911710920879531371529831401082Weighted total

12611410920779521331509631391065Standard delivery
98%98%100%100%100%97%97%98%98%100%100%98%

a

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

30916342612167-19132system)
24%8%15%16%3%11%9%11%7%-%13%12%

bb

Urgent delivery (send /
receive mail that needs

8310145-8104-1262to arrive rapidly)
6%3%9%7%7%-%6%7%4%-%8%6%

b

49101461761-657International delivery
3%8%10%7%7%2%5%4%1%-%4%5%

c

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

735132273*-741day delivery)
5%2%5%6%2%3%5%2%*%-%5%4%

a

21131-221-212Cross-Border Delivery
2%1%1%1%1%-%1%1%1%-%1%1%

2--1------23Other (PLEASE SPECIFY)
1%-%-%1%-%-%-%-%-%-%2%*%

None of these (DO NOT
*----------*READ OUT)
*%-%-%-%-%-%-%-%-%-%-%*%

Don't Know (DO NOT READ
------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%

NET: Urgent / Tracked /
3511224297192610-29180Timed Mail
27%9%20%20%11%14%14%17%10%-%21%17%

bb
Columns Tested: a,b - a,b,c - a,b,c - a,b,c
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QV6b1. Which of the following types of services does your organisation regularly use when sending each of the types of mail you mentioned?  Letters
Base: All Respondents who send LETTERS regularly
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GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
4419310893563545654742447037735Unweighted total
5693038325433971033735897943670Weighted total

534303431513189983533847440629Standard delivery
94%98%89%97%95%94%92%95%93%93%94%94%93%94%

kk

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

964941042319381776112system)
17%12%24%11%19%12%24%18%7%22%19%9%14%17%

bejlbeb

Urgent delivery (send /
receive mail that needs

41252427832102350to arrive rapidly)
7%8%12%6%7%5%8%8%8%5%11%3%7%7%

b

322123-28*2132137International delivery
6%7%4%6%5%-%2%8%*%5%15%3%3%6%

beghkm

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

262232226*-102233day delivery)
5%6%6%9%3%6%2%6%1%-%11%2%4%5%

bdem

-6-----------6Cross-Border Delivery
-%19%-%-%-%-%-%-%-%-%-%-%-%1%

abcdefgh

ijkm

--*----------*Other (PLEASE SPECIFY)
-%-%1%-%-%-%-%-%-%-%-%-%-%*%

m

None of these (DO NOT
**1------*---1READ OUT)
*%1%2%-%-%-%-%-%-%*%-%-%-%*%

mm

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

NET: Urgent / Tracked /
13451151573024692599155Timed Mail

24%15%30%16%28%21%31%23%15%25%28%11%22%23%

bbjlbbjlb
Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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QV6b2. Which of the following types of services does your organisation regularly use when sending each of the types of mail you mentioned?  Large letters
Base: All Respondents who send LARGE LETTERS regularly

Produced by OLR
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UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

baedcbagfed*cbaSignificance Level: 95%
41332223348461395023094414657118562735Unweighted total
3433273888226322644715443106760670Weighted total

3213093688215932414614640106460629Standard delivery
93%94%95%100%98%93%94%91%96%95%93%100%96%99%94%

g

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

64487124106468227*915112system)
19%15%18%15%24%16%17%17%18%14%16%4%13%24%17%

Urgent delivery (send /
receive mail that needs

282331124717774-7550to arrive rapidly)
8%7%9%8%9%8%7%7%15%5%9%-%11%8%7%

eg

112631113419353*3-37International delivery
3%8%9%12%16%5%5%7%6%3%6%4%5%-%6%

babaaa

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

181531113015*42-3633day delivery)
5%5%7%13%9%4%5%6%1%2%5%-%4%10%5%

abe

23*-**54-1*-*-6Cross-Border Delivery
1%1%1%-%1%1%1%1%-%1%1%-%*%-%1%

*-----**------*Other (PLEASE SPECIFY)
*%-%-%-%-%-%*%*%-%-%-%-%-%-%*%

None of these (DO NOT
1**--*1*-*--**1READ OUT)
*%*%*%-%-%1%*%*%-%*%-%-%*%1%*%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

NET: Urgent / Tracked /
8768922514763152712*1121155Timed Mail
25%21%22%22%24%22%23%24%32%17%28%4%17%35%23%

ebe

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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QV6b2. Which of the following types of services does your organisation regularly use when sending each of the types of mail you mentioned?  Large letters
Base: All Respondents who send LARGE LETTERS regularly
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Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*gfedcbacbaba*dcbaSignificance Level: 95%
2385679114147297235377123235500256153272735Unweighted total
313294610013833815639611915651453941321670Weighted total

31329449812931414836711414848143639311629Standard delivery
100%100%99%94%98%93%93%95%93%96%95%93%88%92%95%97%94%

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

*521182363266818268617743112system)
16%35%7%23%7%17%19%17%17%15%17%17%23%19%18%13%17%

abcececce

Urgent delivery (send /
receive mail that needs

*1*61210208384842*661850to arrive rapidly)
16%10%1%12%12%7%6%5%10%4%5%8%8%15%14%6%7%

eeaeacaa

*13117682016120171351137International delivery
16%10%11%24%7%4%2%13%4%1%13%3%24%8%13%3%6%

aaabcaabaa

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

-11348157215726*141533day delivery)
-%8%3%7%4%6%4%4%5%4%4%5%10%3%10%5%5%

*1**11123124***36Cross-Border Delivery
16%5%1%1%1%1%*%1%1%*%1%1%2%*%*%1%1%

a

-----*--*--*---**Other (PLEASE SPECIFY)
-%-%-%-%-%*%-%-%*%-%-%*%-%-%-%*%*%

None of these (DO NOT
---**-1*1-*1--*11READ OUT)
-%-%-%*%*%-%*%*%*%-%*%*%-%-%1%*%*%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

NET: Urgent / Tracked /
*52132232793010422301261101063155Timed Mail

16%37%7%29%21%23%23%19%26%18%19%24%29%27%24%20%23%

eeeeec
Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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QV6b2. Which of the following types of services does your organisation regularly use when sending each of the types of mail you mentioned?  Large letters
Base: All Respondents who send LARGE LETTERS regularly

Produced by OLR
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Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cbababa*e*dcbaSignificance Level: 95%
9190536916446167423173047344735Unweighted total
5173492855865861215102342332670Weighted total

416246378551535771492340306629Standard delivery
96%93%94%92%94%91%94%92%96%99%94%92%94%

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

-3182179611102613560112system)
-%18%17%20%16%19%17%37%13%11%13%18%17%

Urgent delivery (send /
receive mail that needs

*193164434711263150to arrive rapidly)
4%11%6%7%8%5%8%6%7%10%14%9%7%

a

1152173153221571437International delivery
14%9%4%8%5%9%5%15%9%21%17%4%6%

aaa

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

-924627330111*2133day delivery)
-%5%5%7%5%5%5%8%7%3%*%6%5%

-2415*6*-**36Cross-Border Delivery
-%1%1%1%1%*%1%3%-%*%*%1%1%

--*-*-*----**Other (PLEASE SPECIFY)
-%-%*%-%*%-%*%-%-%-%-%*%*%

None of these (DO NOT
-*1*1*1-*--*1READ OUT)
-%*%*%*%*%*%*%-%2%-%-%*%*%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

NET: Urgent / Tracked /
*401151713811144613887155Timed Mail
4%23%23%20%24%19%24%37%13%13%20%26%23%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c
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QV6b2. Which of the following types of services does your organisation regularly use when sending each of the types of mail you mentioned?  Large letters
Base: All Respondents who send LARGE LETTERS regularly

Produced by OLR
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Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
1017173152267228539173301394735735707239149344735Unweighted total

766542922085208475159255365670670636207142317670Weighted total

696292531944193452149249335629629600188137300629Standard delivery
91%96%86%93%91%93%95%94%98%92%94%94%94%91%97%95%94%

acdabcdfc

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

221031123334081303167112112104402151112system)
29%16%39%16%57%19%17%19%12%18%17%17%16%19%15%16%17%

bbee

Urgent delivery (send /
receive mail that needs

145050243132910193050504721141550to arrive rapidly)
18%8%17%12%57%6%6%6%7%8%7%7%7%10%10%5%7%

bbaaa

3732256320241917293737351861437International delivery
49%5%9%3%57%9%5%12%7%8%6%6%6%9%4%4%6%

abbcabcga

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

8283312392681122333333178833day delivery)
10%4%11%6%57%4%5%5%4%6%5%5%5%8%5%3%5%

bba

6632-252246663*26Cross-Border Delivery
8%1%1%1%-%1%1%1%1%1%1%1%1%2%*%1%1%

ab

-*---**-*****--**Other (PLEASE SPECIFY)
-%*%-%-%-%*%*%-%*%*%*%*%*%-%-%*%*%

None of these (DO NOT
-11-**1*111111**1READ OUT)
-%*%*%-%9%*%*%*%*%*%*%*%*%*%*%*%*%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

NET: Urgent / Tracked /
2614315556347109374589155155144633062155Timed Mail
34%22%53%27%57%22%23%23%18%24%23%23%23%31%21%19%23%

bbceeeab

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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QV6b2. Which of the following types of services does your organisation regularly use when sending each of the types of mail you mentioned?  Large letters
Base: All Respondents who send LARGE LETTERS regularly

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbac*babaSignificance Level: 95%
725639611370948327236167276857236541346501599735Unweighted total
61508959063842946585506626136596031337431545670Weighted total

61479848660440246185176225826195661337421523629Standard delivery
100%94%88%96%95%94%100%94%94%94%95%94%94%100%100%98%96%94%

aba

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

980232211083-11210111110611198297088112system)
15%16%24%24%17%19%-%17%18%17%17%17%16%13%24%16%16%17%

b

Urgent delivery (send /
receive mail that needs

5377134839149404946494115374850to arrive rapidly)
9%7%8%14%8%9%34%7%7%7%8%7%7%5%15%9%9%7%

bc

32311293428-373137353735*1292737International delivery
5%4%12%32%5%7%-%6%6%6%6%6%6%3%4%7%5%6%

bab

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

6206122929-333232323229-3182433day delivery)
10%4%6%13%5%7%-%5%6%5%5%5%5%-%8%4%4%5%

bab

-51554-656665**556Cross-Border Delivery
-%1%1%5%1%1%-%1%1%1%1%1%1%3%1%1%1%1%

ab

-*--**-******--***Other (PLEASE SPECIFY)
-%*%-%-%*%*%-%*%*%*%*%*%*%-%-%*%*%*%

None of these (DO NOT
-1**1*-111111--111READ OUT)
-%*%*%*%*%*%-%*%*%*%*%*%*%-%-%*%*%*%

Don't Know (DO NOT READ
------------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

NET: Urgent / Tracked /
121162726149118115413415214415213621196123155Timed Mail
20%23%29%29%23%28%34%23%24%23%24%23%22%14%31%22%23%23%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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QV6b2. Which of the following types of services does your organisation regularly use when sending each of the types of mail you mentioned?  Large letters
Base: All Respondents who send LARGE LETTERS regularly
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Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

bababababacbaSignificance Level: 95%
1173156416241570347012674686205259735Unweighted total
1022151714944505436272484225714945670Weighted total

961648214342473435862403895404440629Standard delivery
94%78%93%96%96%94%100%93%97%92%95%90%89%94%

aa

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

148813114795107407291138112system)
14%41%16%21%32%16%12%17%16%17%16%27%17%17%

bac

Urgent delivery (send /
receive mail that needs

9329211128*501040394750to arrive rapidly)
9%13%6%14%26%6%*%8%4%10%7%8%16%7%

babc

532116919*37929292637International delivery
5%14%4%11%20%4%*%6%3%7%5%5%13%6%

bac

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

6122114263301221301233day delivery)
6%3%4%7%10%5%6%5%5%5%5%3%4%5%

1-41-5-6245**6Cross-Border Delivery
1%-%1%1%-%1%-%1%1%1%1%1%1%1%

--*--*-*-**--*Other (PLEASE SPECIFY)
-%-%*%-%-%*%-%*%-%*%*%-%-%*%

None of these (DO NOT
-*1*-1-11*1--1READ OUT)
-%1%*%*%-%*%-%*%1%*%*%-%-%*%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

NET: Urgent / Tracked /
20910847211088148521041251713155Timed Mail
20%44%21%31%48%21%18%24%21%25%22%34%30%23%

bbac
Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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QV6b2. Which of the following types of services does your organisation regularly use when sending each of the types of mail you mentioned?  Large letters
Base: All Respondents who send LARGE LETTERS regularly
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Satisfaction with
MonthMonthMonthother main provider

DecNovOctJunMayAprMarFebJanDissatisfiedSatisfiedTOTAL

cbacbacba*baSignificance Level: 95%
865991130584374116783128735Unweighted total
84586712859378297594104670Weighted total

7851591265933789254397629Standard delivery
94%87%89%98%99%88%95%95%93%64%93%94%

aa

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

251015234610137116112system)
30%18%22%18%6%15%12%14%12%36%16%17%

b

Urgent delivery (send /
receive mail that needs

818135-582-950to arrive rapidly)
10%3%12%10%9%-%6%8%3%-%8%7%

baa

47873-*71-537International delivery
5%11%13%6%5%-%*%7%2%-%5%6%

c

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

8129*3361-533day delivery)
9%3%4%7%*%7%3%6%2%-%5%5%

bb

1*11*-111-16Cross-Border Delivery
1%1%1%1%*%-%1%1%1%-%1%1%

*----------*Other (PLEASE SPECIFY)
1%-%-%-%-%-%-%-%-%-%-%*%

None of these (DO NOT
1---*--*--*1READ OUT)
1%-%-%-%1%-%-%*%-%-%*%*%

Don't Know (DO NOT READ
------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%

NET: Urgent / Tracked /
311220339817187123155Timed Mail
37%20%30%26%15%22%20%18%13%36%22%23%

b
Columns Tested: a,b - a,b,c - a,b,c - a,b,c
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QV6b2. Which of the following types of services does your organisation regularly use when sending each of the types of mail you mentioned?  Large letters
Base: All Respondents who send LARGE LETTERS regularly
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GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfe*dcb*aSignificance Level: 95%
329547070343538474128324529523Unweighted total
451202625314185833726635232522Weighted total

295162019193245582423433219350Standard delivery
66%78%79%76%61%78%53%69%65%88%68%62%60%67%

gbgmgg

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

198779151445261112372413221system)
44%36%29%36%49%34%53%31%31%45%58%46%42%42%

kkefkefhjkl

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

7944677186351512792day delivery)
18%19%14%24%23%17%21%7%7%18%24%23%22%18%

effefef

Urgent delivery (send /
receive mail that needs

74444410152012137286to arrive rapidly)
16%18%16%16%14%24%18%24%2%7%20%14%6%16%

eeeeeeeeee

453349256*495553International delivery
10%13%10%15%30%5%6%7%*%16%14%10%15%10%

eeebefghkme

-6-----------6Cross-Border Delivery
-%32%-%-%-%-%-%-%-%-%-%-%-%1%

bcefghij

km

7**--15--1---8Other (PLEASE SPECIFY)
2%1%2%-%-%4%6%-%-%5%-%-%-%2%

j

None of these (DO NOT
1412*2*-33*33-18READ OUT)

3%5%9%2%8%*%-%3%7%1%4%6%-%3%

m

Don't Know (DO NOT READ
1-------1----1OUT)
*%-%-%-%-%-%-%-%3%-%-%-%-%*%

m

NET: Urgent / Tracked /
2529912172155411414422920282Timed Mail

56%47%36%47%54%51%65%49%38%51%66%56%62%54%

ekekekk
Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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QV6b3. Which of the following types of services does your organisation regularly use when sending each of the types of mail you mentioned?  Parcels and packets
Base: All Respondents  who send PARCELS AND PACKETS regularly
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UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

baed*cbag*fe*d*cbaSignificance Level: 95%
294229139302881384175181652698034523Unweighted total
264258235514498175191832386333522Weighted total

16818216339335122151151843824350Standard delivery
64%71%67%66%72%66%67%70%76%63%80%46%60%73%67%

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

11610510326211764781363210221system)
44%41%44%51%39%42%42%43%19%42%54%72%51%30%42%

a

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

514262148625-413*14592day delivery)
19%16%26%31%20%26%17%14%-%22%14%3%22%16%18%

a

Urgent delivery (send /
receive mail that needs

454152128122-376117186to arrive rapidly)
17%16%21%31%19%18%16%13%-%20%26%8%27%3%16%

aaag

272751134917*174-12*53International delivery
10%10%19%25%11%20%10%10%1%9%19%-%19%1%10%

aaaaeg

42*--*62-3*-1-6Cross-Border Delivery
1%1%2%-%-%3%1%1%-%2%2%-%1%-%1%

53*--*86-*---28Other (PLEASE SPECIFY)
2%1%*%-%-%1%2%3%-%*%-%-%-%7%2%

ebe

None of these (DO NOT
6111***172372-4-18READ OUT)
2%4%4%3%7%3%3%1%16%4%7%-%6%-%3%

g

Don't Know (DO NOT READ
1-----1------11OUT)
*%-%-%-%-%-%*%-%-%-%-%-%-%4%*%

eg

NET: Urgent / Tracked /
149133133272699641091363910282Timed Mail

56%52%56%68%47%54%54%55%19%60%58%78%61%32%54%

aaa
Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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QV6b3. Which of the following types of services does your organisation regularly use when sending each of the types of mail you mentioned?  Parcels and packets
Base: All Respondents  who send PARCELS AND PACKETS regularly
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Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*fedcbacbaba*dcbaSignificance Level: 95%
2293545718823622724155227296204141206523Unweighted total
312132769902891822756418233942636256522Weighted total

310121646621891051905610524621830187350Standard delivery
100%89%92%60%67%69%65%57%69%87%57%72%61%70%82%73%67%

abcdcbcb

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

*67919331418810627881331161498221system)
16%54%51%32%28%36%49%48%38%43%48%39%35%61%37%38%42%

cbcdbaab

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

*41414185144435444812113192day delivery)
16%36%8%13%20%19%18%24%16%8%24%14%32%6%29%12%18%

abaac

Urgent delivery (send /
receive mail that needs

*5141118413351133531673786to arrive rapidly)
16%42%4%14%17%19%14%18%19%2%18%16%32%22%21%14%16%

eaa

*13678263319133201282053International delivery
16%12%20%21%10%9%9%18%7%2%18%6%38%10%21%8%10%

aaabaa

*1**11223124*1-36Cross-Border Delivery
16%5%1%2%1%2%1%1%1%1%1%1%3%3%-%1%1%

----*1253-53-2-68Other (PLEASE SPECIFY)
-%-%-%-%1%1%1%3%1%-%3%1%-%6%-%3%2%

None of these (DO NOT
-*-5*494121414141818READ OUT)
-%2%-%17%*%4%3%2%5%2%2%4%17%15%2%3%3%

abceab

Don't Know (DO NOT READ
------1--1-1----1OUT)
-%-%-%-%-%-%*%-%-%2%-%*%-%-%-%-%*%

bc

NET: Urgent / Tracked /
*671228451741161373011616721719123282Timed Mail

16%54%58%44%41%50%60%63%50%47%63%49%57%65%52%48%54%

cdabaa
Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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QV6b3. Which of the following types of services does your organisation regularly use when sending each of the types of mail you mentioned?  Parcels and packets
Base: All Respondents  who send PARCELS AND PACKETS regularly
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Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cbababa*e*dcbaSignificance Level: 95%
72312841283948943328264162361523Unweighted total
32462721393829942323243959374522Weighted total

2155193812695529513132042262350Standard delivery
68%63%71%58%70%56%70%55%55%52%71%70%67%

bbcc

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

3107111631584118016111428151221system)
90%44%41%46%41%41%43%68%46%37%48%40%42%

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

15438385425676118115692day delivery)
22%22%14%28%14%26%16%27%46%19%19%15%18%

aaa

Urgent delivery (send /
receive mail that needs

2434026591669771075586to arrive rapidly)
83%17%15%19%15%16%16%30%31%25%11%15%16%

1391425282033865112453International delivery
31%16%5%18%7%20%8%33%25%12%18%6%10%

aaaa

*2425161-**56Cross-Border Delivery
17%1%1%1%1%1%1%4%-%1%*%1%1%

1425362-41-38Other (PLEASE SPECIFY)
52%2%1%4%1%6%1%-%15%4%-%1%2%

aa

None of these (DO NOT
-1357114143-1-1318READ OUT)
-%5%2%5%3%4%3%11%-%3%-%3%3%

a

Don't Know (DO NOT READ
--1-1-1----11OUT)
-%-%*%-%*%-%*%-%-%-%-%*%*%

NET: Urgent / Tracked /
3145134851965922317162536188282Timed Mail

97%59%49%61%51%60%53%74%67%62%60%50%54%

a
Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c
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QV6b3. Which of the following types of services does your organisation regularly use when sending each of the types of mail you mentioned?  Parcels and packets
Base: All Respondents  who send PARCELS AND PACKETS regularly
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Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
100501297205630636823119852348639446919494229523Unweighted total

75496310203431034223918152247336545018698229522Weighted total

50350161149419722414912535031624530311566161350Standard delivery
67%71%52%74%86%63%65%62%69%67%67%67%67%62%67%70%67%

aaa

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

4520822177313912711374221199157188883594221system)
60%42%71%38%65%45%37%47%41%42%42%43%42%47%36%41%42%

bbcg

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

228992313596145369290698140143692day delivery)
30%18%30%15%61%19%18%19%20%18%19%19%18%21%15%16%18%

bb

Urgent delivery (send /
receive mail that needs

237786283534837398672576738172786to arrive rapidly)
31%15%28%14%61%17%14%15%21%16%15%16%15%20%18%12%16%

bbaga

5350464346324018535040452732253International delivery
71%10%15%2%65%15%9%17%10%10%11%11%10%14%3%10%10%

abbcabcdegb

6632*443266563*26Cross-Border Delivery
8%1%1%1%11%1%1%1%1%1%1%1%1%2%*%1%1%

ab

*65--848*84342248Other (PLEASE SPECIFY)
*%1%2%-%-%3%1%3%*%2%1%1%1%1%2%2%2%

cabce

None of these (DO NOT
117*7*9132131817171756718READ OUT)
1%4%*%3%10%3%4%1%7%3%4%5%4%3%6%3%3%

afdfffff

Don't Know (DO NOT READ
-1-1--1--11-1-1-1OUT)
-%*%-%1%-%-%*%-%-%*%*%-%*%-%1%-%*%

NET: Urgent / Tracked /
522592829531821751509528225519423811345120282Timed Mail
70%52%91%47%65%59%51%63%52%54%54%53%53%61%47%52%54%

bbccabcdegb
Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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QV6b3. Which of the following types of services does your organisation regularly use when sending each of the types of mail you mentioned?  Parcels and packets
Base: All Respondents  who send PARCELS AND PACKETS regularly
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Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbac*babaSignificance Level: 95%
43382951175023811518489517472513453642344406523Unweighted total
473641071044953722512480512455508460540313403522Weighted total

3224174703372312345314343308340308333244287350Standard delivery
69%66%69%67%68%62%100%67%65%67%68%67%67%54%84%78%71%67%

ca

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

101654356207172221520621419621320138121173221system)
22%45%40%53%42%46%100%42%43%42%43%42%44%55%21%39%43%42%

ccba

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

116219258878-928992849282*7507692day delivery)
22%17%18%24%18%21%-%18%19%18%19%18%18%9%17%16%19%18%

Urgent delivery (send /
receive mail that needs

105322298072-86818376837517596486to arrive rapidly)
22%14%21%28%16%19%-%17%17%16%17%16%16%18%17%19%16%16%

b

33912305340-52525351514723324453International delivery
6%11%11%29%11%11%-%10%11%10%11%10%10%50%8%10%11%10%

ab

*51665-666665*1456Cross-Border Delivery
1%1%1%6%1%1%-%1%1%1%1%1%1%9%1%1%1%1%

ab

*61288-888887--448Other (PLEASE SPECIFY)
1%2%1%2%2%2%-%2%2%2%2%2%1%-%-%1%1%2%

None of these (DO NOT
212411814-181718181816*1111418READ OUT)
4%3%4%1%4%4%-%3%4%3%4%4%3%10%3%4%3%3%

Don't Know (DO NOT READ
-1--11-111111--1-1OUT)
-%*%-%-%*%*%-%*%*%*%*%*%*%-%-%*%-%*%

NET: Urgent / Tracked /
1920358712632242276266275248274251317148213282Timed Mail
40%56%54%68%53%60%100%54%56%54%54%54%55%55%42%47%53%54%

bb
Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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QV6b3. Which of the following types of services does your organisation regularly use when sending each of the types of mail you mentioned?  Parcels and packets
Base: All Respondents  who send PARCELS AND PACKETS regularly
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Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

bababababacbaSignificance Level: 95%
1334338912630400314921953284014377523Unweighted total
1313639512335398344882053173984080522Weighted total

84242688128267283221332172712651350Standard delivery
64%65%68%66%80%67%83%66%65%69%68%65%65%67%

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

6414166522115810211871341591941221system)
48%39%42%43%60%40%29%43%43%42%40%47%52%42%

a

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

239623076448829646661892day delivery)
17%24%16%24%21%16%13%18%14%20%17%16%23%18%

b

Urgent delivery (send /
receive mail that needs

2475528135758129566151886to arrive rapidly)
18%19%14%22%36%14%15%17%14%18%15%13%23%16%

ba

193292393125219343541553International delivery
15%9%7%19%26%8%4%11%9%11%9%10%18%10%

bac

2*51-5*62451*6Cross-Border Delivery
2%*%1%1%-%1%1%1%1%1%1%2%*%1%

217--7-8443-58Other (PLEASE SPECIFY)
1%4%2%-%-%2%-%2%2%1%1%-%6%2%

c

None of these (DO NOT
42125*1221681012-318READ OUT)
3%6%3%4%1%3%5%3%4%3%3%-%4%3%

Don't Know (DO NOT READ
--1--1-1-11--1OUT)
-%-%*%-%-%*%-%*%-%*%*%-%-%*%

NET: Urgent / Tracked /
82242087123207142681051772102149282Timed Mail
62%66%53%57%66%52%41%55%51%56%53%53%62%54%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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QV6b3. Which of the following types of services does your organisation regularly use when sending each of the types of mail you mentioned?  Parcels and packets
Base: All Respondents  who send PARCELS AND PACKETS regularly
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Satisfaction with
MonthMonthMonthother main provider

DecNovOctJunMayAprMarFebJanDissatisfiedSatisfiedTOTAL

cbacb*acba*baSignificance Level: 95%
6540609339294994543152523Unweighted total
7348509548225588426144522Weighted total

502831653513406326591350Standard delivery
69%58%63%68%73%60%72%71%61%76%63%67%

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

402326412410153213468221system)
54%48%52%43%49%44%27%36%30%62%47%42%

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

93716136111314-2992day delivery)
12%5%14%17%27%27%21%15%33%-%20%18%

b

Urgent delivery (send /
receive mail that needs

6108201435165-2786to arrive rapidly)
8%21%15%21%29%13%9%18%11%-%19%16%

9481075181-2153International delivery
12%9%16%11%15%21%2%9%2%-%15%10%

1-*1-*121-26Cross-Border Delivery
2%-%1%1%-%*%3%2%1%-%2%1%

8-------*-38Other (PLEASE SPECIFY)
10%-%-%-%-%-%-%-%1%-%2%2%

ab

None of these (DO NOT
3-*44-313-618READ OUT)
4%-%1%4%7%-%5%1%8%-%4%3%

b

Don't Know (DO NOT READ
---1-------1OUT)
-%-%-%1%-%-%-%-%-%-%-%*%

NET: Urgent / Tracked /
432733542512304019494282Timed Mail
59%57%65%57%51%53%54%46%45%62%65%54%

Columns Tested: a,b - a,b,c - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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QV6b3. Which of the following types of services does your organisation regularly use when sending each of the types of mail you mentioned?  Parcels and packets
Base: All Respondents  who send PARCELS AND PACKETS regularly

Produced by OLR
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GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkj*i*h*g*f*e*d*c*b*aSignificance Level: 95%
160343231201619241513152513257Unweighted total
217131110172046301412322817251Weighted total

Royal Mail signed for
1348871010362188221451581st Class

62%66%74%70%55%50%78%70%54%67%69%52%31%63%

Special delivery - Next
11285613918224323138131Day (by 1pm)

52%60%47%61%76%42%39%72%28%24%70%46%49%52%

6155554186-4176276Royal Mail Tracked
28%40%46%46%27%18%39%18%-%35%54%22%10%30%

mm

Royal Mail signed for
39233277343742472nd Class
18%19%25%30%12%32%16%10%28%21%23%15%11%19%

Recorded delivery -
--------------Signed for
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Refused
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

20**115-*3**8222None of these
9%4%2%13%7%25%-%1%18%1%1%30%11%9%

1*-------1---2Don't know
1%3%-%-%-%-%-%-%-%10%-%-%-%1%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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QV6c. Which, if any, of the following Royal Mail services does your organisation use to send your urgent mail or tracked mail that requires proof of delivery?
Base: All those using RM urgent or tracked mail services (Q1 and Q2)
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UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

bae*d*cbag*fe*d*cb*aSignificance Level: 95%
154103761514471819412671663820257Unweighted total
134116122272398714731563021251Weighted total

Royal Mail signed for
8077722415158104711411141581st Class
60%66%62%79%69%55%63%67%68%64%72%67%37%66%63%

bb

Special delivery - Next
66657214124496359*207131Day (by 1pm)
49%56%58%76%64%51%52%57%43%48%61%8%66%34%52%

4234411271243248*10576Royal Mail Tracked
31%29%38%47%51%31%30%27%20%32%54%8%33%21%30%

Royal Mail signed for
262141124416*182264472nd Class
20%18%30%44%23%28%18%18%2%25%11%30%19%20%19%

a

Recorded delivery -
---------------Signed for
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Refused
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

12102**1205-7**7222None of these
9%8%14%7%16%16%8%6%-%9%3%4%24%8%9%

eg

2-----2*-1----2Don't know
1%-%-%-%-%-%1%*%-%2%-%-%-%-%1%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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QV6c. Which, if any, of the following Royal Mail services does your organisation use to send your urgent mail or tracked mail that requires proof of delivery?
Base: All those using RM urgent or tracked mail services (Q1 and Q2)
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Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*dcbacb*aba*d*c*baSignificance Level: 95%
-16172636431171031252910315411222186257Unweighted total
-6711344314975141357517621418101251Weighted total

Royal Mail signed for
-667203188488624481102814691581st Class
-%96%89%63%58%72%59%64%61%68%64%62%70%56%81%68%63%

Special delivery - Next
-3472320734870134883151350131Day (by 1pm)
-%47%62%63%69%47%49%64%50%37%64%47%55%36%70%50%52%

aba

-22410164123411223531382876Royal Mail Tracked
-%33%25%40%29%38%28%30%29%35%30%30%28%21%45%28%30%

Royal Mail signed for
-4137924152481532*1317472nd Class
-%70%9%25%21%20%16%20%17%24%20%18%10%5%18%17%19%

Recorded delivery -
-----------------Signed for
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Refused
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--*21414912*913*211122None of these
-%-%3%14%2%10%9%12%9%1%12%7%17%15%7%11%9%

-----*1-*1-2----2Don't know
-%-%-%-%-%1%1%-%*%3%-%1%-%-%-%-%1%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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QV6c. Which, if any, of the following Royal Mail services does your organisation use to send your urgent mail or tracked mail that requires proof of delivery?
Base: All those using RM urgent or tracked mail services (Q1 and Q2)
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Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cbababa*e*d*c*baSignificance Level: 95%
-105152492083222513131820145257Unweighted total
-10314852199342171191219160251Weighted total

Royal Mail signed for
-65932713117141485161011581st Class
-%63%63%51%66%50%65%38%82%37%85%63%63%

Special delivery - Next
-547725106121191851279131Day (by 1pm)
-%52%52%48%53%37%55%9%88%42%64%50%52%

-26491561106626145676Royal Mail Tracked
-%25%33%29%30%30%30%23%60%6%20%35%30%

Royal Mail signed for
-17301037642341133472nd Class
-%16%21%20%18%16%19%29%47%6%5%20%19%

Recorded delivery -
-------------Signed for
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Refused
-%-%-%-%-%-%-%-%-%-%-%-%-%

-15714812105*421122None of these
-%15%4%27%4%36%5%43%5%31%10%7%9%

aaa

--2-2-2---*12Don't know
-%-%1%-%1%-%1%-%-%-%2%1%1%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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QV6c. Which, if any, of the following Royal Mail services does your organisation use to send your urgent mail or tracked mail that requires proof of delivery?
Base: All those using RM urgent or tracked mail services (Q1 and Q2)

Produced by OLR
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Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
482402578421221799410118924419423710147107257Unweighted total
3123325185312217494941932341772259151105251Weighted total

Royal Mail signed for
191471585637310951621231461101405338671581st Class
61%63%63%66%100%60%63%54%66%64%62%62%62%58%75%63%63%

Special delivery - Next
23119131343689748499812292119502851131Day (by 1pm)
75%51%52%40%100%56%56%51%52%51%52%52%53%55%56%48%52%

abc

177076293374420276374567121203276Royal Mail Tracked
54%30%30%34%100%31%26%22%29%33%32%32%31%23%39%31%30%

abc

Royal Mail signed for
3474718*2234161940453443181316472nd Class

10%20%19%21%6%18%20%17%20%21%19%19%19%19%26%15%19%

Recorded delivery -
-----------------Signed for
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Refused
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

219225-16141792117131710*1222None of these
6%8%9%6%-%14%8%18%10%11%7%8%8%11%1%11%9%

abcgbb

-221-**-**2*2*1-2Don't know
-%1%1%1%-%*%*%-%*%*%1%*%1%*%2%-%1%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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QV6c. Which, if any, of the following Royal Mail services does your organisation use to send your urgent mail or tracked mail that requires proof of delivery?
Base: All those using RM urgent or tracked mail services (Q1 and Q2)
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Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*cbacba*fedcbac*b*abaSignificance Level: 95%
1818750572451911253224252231251230318161205257Unweighted total
2218741472391891248226246224244232213142194251Weighted total

Royal Mail signed for
171142632153125-15814315514415514528911221581st Class
79%61%62%68%64%66%-%64%63%63%64%63%62%100%65%64%63%63%

Special delivery - Next
1397213112199113011612711512711911072102131Day (by 1pm)
58%52%50%65%51%52%100%52%51%51%51%52%52%77%80%51%53%52%

b

75018197551-74697569736925486476Royal Mail Tracked
33%27%44%40%31%27%-%30%30%30%31%30%30%100%36%34%33%30%

b

Royal Mail signed for
5301284738-474147464740*63936472nd Class

23%16%28%17%20%20%-%19%18%19%20%19%17%9%44%28%18%19%

ba

Recorded delivery -
------------------Signed for
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Refused
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-17552215-222122192219-1121422None of these
-%9%12%11%9%8%-%9%9%9%8%9%8%-%7%8%7%9%

-*1-12-2*2*22--*12Don't know
-%*%3%-%1%1%-%1%*%1%*%1%1%-%-%*%1%1%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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QV6c. Which, if any, of the following Royal Mail services does your organisation use to send your urgent mail or tracked mail that requires proof of delivery?
Base: All those using RM urgent or tracked mail services (Q1 and Q2)
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Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

b*aba*ba*babac*baSignificance Level: 95%
6117193641619810247931642021736257Unweighted total
6212189612019011240971541962033251Weighted total

Royal Mail signed for
379113451512381505710111816231581st Class
60%76%60%73%76%65%70%63%58%66%60%78%68%63%

Special delivery - Next
34690411110251265675103520131Day (by 1pm)
55%46%47%67%55%54%49%52%57%49%53%27%60%52%

b

174542266247127495291276Royal Mail Tracked
28%30%28%35%28%33%38%30%28%32%27%46%36%30%

Royal Mail signed for
94331443534519283844472nd Class

15%33%18%22%18%18%23%19%19%18%19%18%11%19%

Recorded delivery -
--------------Signed for
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Refused
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

9222*215220715162422None of these
14%17%12%*%9%8%15%8%7%10%8%8%12%9%

a

--2--2-2-2*1-2Don't know
-%-%1%-%-%1%-%1%-%1%*%6%-%1%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
Table 30  (continuation)                                                                                                                                                                        Page 417

QV6c. Which, if any, of the following Royal Mail services does your organisation use to send your urgent mail or tracked mail that requires proof of delivery?
Base: All those using RM urgent or tracked mail services (Q1 and Q2)
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Satisfaction with
MonthMonthother main provider

JunMayAprMarFebJanDissatisfiedSatisfiedTOTAL

c*b*acba*baSignificance Level: 95%
852918346031-72257Unweighted total
783119415627-72251Weighted total

Royal Mail signed for
432312273914-441581st Class
56%73%65%66%70%52%-%61%63%

Special delivery - Next
451410162819-39131Day (by 1pm)
58%44%52%39%49%71%-%54%52%

bc

257681811-2076Royal Mail Tracked
33%23%34%19%32%41%-%28%30%

Royal Mail signed for
10559118-13472nd Class
12%16%26%21%20%29%-%18%19%

Recorded delivery -
---------Signed for
-%-%-%-%-%-%-%-%-%

---------Refused
-%-%-%-%-%-%-%-%-%

83*442-1122None of these
10%11%2%9%7%9%-%15%9%

1-*-----2Don't know
2%-%2%-%-%-%-%-%1%

Columns Tested: a,b - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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QV6c. Which, if any, of the following Royal Mail services does your organisation use to send your urgent mail or tracked mail that requires proof of delivery?
Base: All those using RM urgent or tracked mail services (Q1 and Q2)
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GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
92102520111014108111099147Unweighted total

132397108312291220912151Weighted total

Royal Mail signed for
103285782119510156121181st Class

78%61%86%69%72%98%68%87%58%87%74%69%98%78%

571338271448123-65Royal Mail Tracked
43%39%36%49%85%22%23%66%42%66%60%31%-%43%

Special delivery - Next
572323414534153864Day (by 1pm)
43%68%31%32%28%42%46%22%30%34%74%31%63%42%

Royal Mail signed for
331233321034521392nd Class
25%43%25%42%28%38%8%45%30%34%26%18%12%26%

Special delivery - Next
2812312723-71435Day (by 9am)
21%46%25%40%13%20%23%11%30%-%38%16%37%23%

Recorded delivery -
--------------Signed for
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Refused
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

10-**--3-1131-10None of these
7%-%5%6%-%-%9%-%14%13%14%16%-%7%

-*-----------*Don't know
-%14%-%-%-%-%-%-%-%-%-%-%-%*%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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QV6c. Which, if any, of the following Royal Mail services does your organisation use to send your urgent mail or tracked mail that requires proof of delivery?
Base: All those using RM urgent or tracked mail services (Q4)
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UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

bae*d*c*bag*fe*d*c*b*aSignificance Level: 95%
935434842211365835611316147Unweighted total
92606114145578439*1516151Weighted total

Royal Mail signed for
744441*3114466339*7151181st Class
80%74%64%42%41%77%78%80%76%78%100%100%48%95%78%

363021*163263185-6765Royal Mail Tracked
39%50%38%42%41%36%43%45%36%42%56%-%37%42%43%

Special delivery - Next
2935211161222165-11964Day (by 1pm)
32%58%39%66%61%25%42%38%21%36%56%-%73%53%42%

b

Royal Mail signed for
20192*1137154135-22392nd Class
22%32%35%26%59%33%26%25%44%29%56%-%11%10%26%

Special delivery - Next
19161**1349*131-4735Day (by 9am)
21%26%19%34%20%14%23%15%5%31%16%-%29%41%23%

Recorded delivery -
---------------Signed for
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Refused
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

641*-1101-8--2-10None of these
7%7%15%18%-%18%7%1%-%18%-%-%11%-%7%

g

-*----**------*Don't know
-%1%-%-%-%-%*%1%-%-%-%-%-%-%*%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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QV6c. Which, if any, of the following Royal Mail services does your organisation use to send your urgent mail or tracked mail that requires proof of delivery?
Base: All those using RM urgent or tracked mail services (Q4)
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Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*bacb*aba*d*c*baSignificance Level: 95%
167914297849712749983151160147Unweighted total
*13814289344812644107*11875151Weighted total

Royal Mail signed for
*1*51221752969202989*86591181st Class

100%65%13%62%88%75%80%66%86%74%66%83%48%73%78%79%78%

cb

-**358461340121352*642865Royal Mail Tracked
-%50%9%39%36%30%49%30%49%46%30%49%24%52%56%38%43%

cb

Special delivery - Next
*1*337451830151845-613764Day (by 1pm)

100%87%7%34%23%26%49%42%38%57%42%42%-%56%13%49%42%

Royal Mail signed for
**1*4624102361030*1221392nd Class

100%40%22%5%33%22%26%22%29%25%22%28%24%10%28%28%26%

Special delivery - Next
-*--652232012332*121935Day (by 9am)
-%40%-%-%41%18%24%7%25%45%7%30%24%5%28%25%23%

cb

Recorded delivery -
-----------------Signed for
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Refused
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--2--4464*64**1610None of these
-%-%67%-%-%13%5%14%5%2%14%4%52%3%16%9%7%

a

---*---*--*----**Don't know
-%-%-%5%-%-%-%1%-%-%1%-%-%-%-%1%*%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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QV6c. Which, if any, of the following Royal Mail services does your organisation use to send your urgent mail or tracked mail that requires proof of delivery?
Base: All those using RM urgent or tracked mail services (Q4)

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cba*ba*ba*e*d*c*baSignificance Level: 95%
-47100271202012710681274147Unweighted total
-5398331192412776101777151Weighted total

Royal Mail signed for
-358221961610253312681181st Class
-%67%84%65%81%67%80%65%48%30%72%88%78%

b

-2243105595741*64265Royal Mail Tracked
-%42%44%31%47%36%45%60%26%2%38%55%43%

Special delivery - Next
-224295575751663464Day (by 1pm)
-%42%43%26%47%29%45%66%26%53%36%44%42%

Royal Mail signed for
-1425732336413516392nd Class
-%26%26%23%27%13%29%59%26%30%30%21%26%

Special delivery - Next
-628332332*-3*2335Day (by 9am)
-%12%29%9%27%12%25%6%-%28%1%31%23%

b

Recorded delivery -
-------------Signed for
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Refused
-%-%-%-%-%-%-%-%-%-%-%-%-%

-737346*222310None of these
-%14%3%22%3%18%5%5%30%23%14%4%7%

a

--*-*-*-----*Don't know
-%-%*%-%*%-%*%-%-%-%-%-%*%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c
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QV6c. Which, if any, of the following Royal Mail services does your organisation use to send your urgent mail or tracked mail that requires proof of delivery?
Base: All those using RM urgent or tracked mail services (Q4)

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbac*baSignificance Level: 95%
3113914752-57103514896142110136542567147Unweighted total
2914315147-68956338109143107133592567151Weighted total

Royal Mail signed for
2411111842-4681422684109841024415591181st Class
83%78%78%89%-%68%85%66%69%77%77%78%76%74%59%88%78%

aefc

17616528-27432412506145592073765Royal Mail Tracked
60%43%43%60%-%39%46%39%30%46%43%42%44%35%29%56%43%

ac

Special delivery - Next
15626425-273427134862526024112964Day (by 1pm)
54%44%42%52%-%40%36%42%34%44%43%48%45%40%44%44%42%

Royal Mail signed for
9383911-192218112837243612621392nd Class

30%27%26%23%-%28%24%29%29%26%26%23%27%21%26%31%26%

Special delivery - Next
4313517-82585233322311421835Day (by 9am)

13%21%23%35%-%12%26%12%14%21%23%20%23%24%9%27%23%

af

Recorded delivery -
-----------------Signed for
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Refused
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*10101-9593101071053210None of these
1%7%7%1%-%14%6%15%9%9%7%7%8%9%12%3%7%

c

-**---*---****--*Don't know
-%*%*%-%-%-%*%-%-%-%*%*%*%1%-%-%*%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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QV6c. Which, if any, of the following Royal Mail services does your organisation use to send your urgent mail or tracked mail that requires proof of delivery?
Base: All those using RM urgent or tracked mail services (Q4)

Produced by OLR
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Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*cb*acba*fedcbac*b*abaSignificance Level: 95%
9115223114011511431251451361451333986122147Unweighted total

111112731140110214512514813214813621087125151Weighted total

Royal Mail signed for
1086222511387-1151001181031181072964991181st Class
85%78%82%82%81%79%-%80%80%80%77%80%79%100%88%74%79%78%

-5213186144-655964596461*3356065Royal Mail Tracked
-%47%48%57%44%40%-%45%47%43%45%43%45%11%26%40%48%43%

Special delivery - Next
5536126149-64586461645624395964Day (by 1pm)

41%48%24%40%44%45%-%44%46%43%46%43%41%89%38%44%47%42%

Royal Mail signed for
1261273827-383238363836123233392nd Class

13%23%46%23%27%25%-%26%25%26%27%26%27%31%17%37%26%26%

Special delivery - Next
429243528-353135313532-3192635Day (by 9am)

34%26%9%12%25%26%-%24%25%24%23%24%24%-%28%22%21%23%

Recorded delivery -
------------------Signed for
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Refused
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-724852878889-17510None of these
-%6%6%13%6%5%100%6%6%6%6%6%7%-%12%9%4%7%

-*-***-******--***Don't know
-%*%-%1%*%*%-%*%*%*%*%*%*%-%-%*%*%*%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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QV6c. Which, if any, of the following Royal Mail services does your organisation use to send your urgent mail or tracked mail that requires proof of delivery?
Base: All those using RM urgent or tracked mail services (Q4)

Produced by OLR
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Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*aba*ba*babac*b*aSignificance Level: 95%
289106419107514253941201017147Unweighted total
29101114013109714450101121921151Weighted total

Royal Mail signed for
2168928589711137811006121181st Class
73%58%81%70%39%82%100%77%73%81%83%63%56%78%

144569*544611947561765Royal Mail Tracked
47%41%50%23%3%50%59%42%37%46%47%15%35%43%

a

Special delivery - Next
13443216462622341557364Day (by 1pm)
44%41%39%52%45%42%35%43%45%41%45%70%13%42%

Royal Mail signed for
92271242533716233334392nd Class

30%17%24%30%29%23%41%25%32%23%27%27%20%26%

Special delivery - Next
512782302331519271735Day (by 9am)

17%15%25%19%13%27%35%23%31%19%22%9%33%23%

Recorded delivery -
--------------Signed for
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Refused
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

4*10**8-10464-610None of these
15%4%9%1%2%7%-%7%8%6%3%-%30%7%

--*--*-**-*--*Don't know
-%-%*%-%-%*%-%*%1%-%*%-%-%*%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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QV6c. Which, if any, of the following Royal Mail services does your organisation use to send your urgent mail or tracked mail that requires proof of delivery?
Base: All those using RM urgent or tracked mail services (Q4)
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Satisfaction with
Monthother main provider

DecNovOctDissatisfiedSatisfiedTOTAL

cba*b*aSignificance Level: 95%
573357229147Unweighted total
644147430151Weighted total

Royal Mail signed for
5931284221181st Class
92%77%60%100%73%78%

ab

32201421465Royal Mail Tracked
50%48%29%62%47%43%

a

Special delivery - Next
30122211364Day (by 1pm)
47%30%46%38%43%42%

Royal Mail signed for
21910-9392nd Class
33%21%21%-%30%26%

Special delivery - Next
19881435Day (by 9am)
30%19%16%38%15%23%

Recorded delivery -
------Signed for
-%-%-%-%-%-%

------Refused
-%-%-%-%-%-%

146-410None of these
1%9%13%-%15%7%

c

*----*Don't know
1%-%-%-%-%*%

Columns Tested: a,b - a,b,c
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QV6c. Which, if any, of the following Royal Mail services does your organisation use to send your urgent mail or tracked mail that requires proof of delivery?
Base: All those using RM urgent or tracked mail services (Q4)

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
6861341551467773789882685895571121Unweighted total
96447575380871741747767119117671120Weighted total

Standard Stamped Mail
653274435636911711358408070437581st Class

68%58%78%66%79%80%67%65%75%60%67%59%64%68%

labdfjlmbdfjlmabdfjlmbl

Standard Stamped Mail
54129333443461079545385666446362nd Class

56%62%57%63%54%53%62%55%58%57%47%56%66%57%

cc

1st Class large letter
28691919262052442517463620332stamps

30%19%33%36%33%24%30%25%32%25%38%31%30%30%

lllllll

2nd Class large letter
181101215171332281612242119216stamps

19%21%21%27%21%15%19%16%20%17%20%18%28%19%

fhm

Franked / metered mail
68733575143415123811st Class

7%15%5%6%7%8%3%8%4%5%13%11%4%7%

adegjkmegg

Franked / metered mail
5873455511461093722nd Class

6%14%5%8%7%6%3%7%5%9%9%8%4%6%

aegkm

171111--12-12--19PPI - PPI 1st Class
2%1%2%1%2%-%-%7%-%2%2%-%-%2%

abeghjklm

161112--71122-18PPI - PPI 2nd Class
2%2%1%1%3%-%-%4%2%2%2%1%-%2%

757345041687612913465461058845883NET: 1st class services
79%74%88%78%86%88%74%77%85%68%88%75%67%79%

abdfgjlmadlabdgladadl

62936373850501151165247747748739NET: 2nd class services
65%77%65%71%63%58%66%67%67%69%62%65%72%66%

chikm

NET: Standard stamped
852395248718016514872589410263991mail

88%83%91%91%89%92%95%85%93%86%79%87%94%88%

cclclccflclcl

375142425323269543123564433436NET: Large letter stamps
39%29%42%47%41%37%39%31%40%35%47%38%49%39%

llfllfl

NET: Franked / metered
7983477517461813395mail

8%17%6%8%8%8%3%10%5%9%15%11%4%8%

aegjkmagkg

241112--121152-26NET: PPI
2%2%2%1%3%-%-%7%2%2%4%1%-%2%

aghjkm

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
Produced by OLR
OFC1885
Issue date: 18/01/16
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QV6d. Which, if any, of the following Royal Mail services does your organisation use to send your standard mail?
Base: All those using RM standard delivery services



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

baedcbagfed*cbaSignificance Level: 95%
63848327549531738464545425786151081131121Unweighted total
58653445892810754265928084151001151120Weighted total

Standard Stamped Mail
40535325441873329644171631069797581st Class

69%66%56%42%46%63%68%70%75%61%76%67%69%69%68%

cdcdeee

Standard Stamped Mail
3472882134146142422815045850856362nd Class

59%54%47%39%46%51%57%57%47%53%54%55%50%74%57%

debdefg

1st Class large letter
1601721222832013623643223231332stamps

27%32%27%23%21%30%30%32%39%23%39%11%32%27%30%

eee

2nd Class large letter
1041129225208991041722521216stamps

18%21%19%22%18%19%19%23%18%15%8%15%25%18%19%

deded

Franked / metered mail
354613436682810205*112811st Class

6%9%29%53%35%20%6%7%17%7%6%1%11%2%7%

ababeabaadegaa

Franked / metered mail
30421343659338153*111722nd Class

5%8%29%53%33%20%6%8%13%5%4%1%11%1%6%

ababceaaaadeaae

911*--*1941103-1*19PPI - PPI 1st Class
1%2%1%-%-%1%2%1%2%4%3%-%1%*%2%

g

1351***181185-1218PPI - PPI 2nd Class
2%1%2%1%2%1%2%*%2%3%5%-%1%1%2%

ggg

4614213887238453425720772108383883NET: 1st class services
79%79%85%92%79%84%79%80%96%74%86%68%83%72%79%

aaabegae

393346347720705285361765286388739NET: 2nd class services
67%65%75%86%80%70%66%67%61%63%62%56%63%77%66%

aababdefg

NET: Standard stamped
52646531462196037548241741589110991mail

90%87%69%48%64%76%89%88%81%86%88%99%89%96%88%

ddbcdedefg

21422215231042218224853444642436NET: Large letter stamps
37%42%33%27%32%34%39%43%41%30%41%26%46%37%39%

eee

NET: Franked / metered
395615537803810217*12295mail

7%10%33%55%40%24%7%9%18%8%8%1%12%2%8%

bababeabaaaegaaa
Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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QV6d. Which, if any, of the following Royal Mail services does your organisation use to send your standard mail?
Base: All those using RM standard delivery services



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

baedcbagfed*cbaSignificance Level: 95%
63848327549531738464545425786151081131121Unweighted total
58653445892810754265928084151001151120Weighted total

13131***2641107-1226NET: PPI
2%2%2%1%2%1%2%1%2%4%8%-%1%1%2%

gabg

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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QV6d. Which, if any, of the following Royal Mail services does your organisation use to send your standard mail?
Base: All those using RM standard delivery services

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*gfedcbacbaba*dcbaSignificance Level: 95%
24161911452125622815602802818402778724471121Unweighted total
3163456142202660214592314214906557565441120Weighted total

Standard Stamped Mail
-7172180154475121408230121637245373937581st Class
-%46%49%37%56%76%72%56%69%73%56%70%40%79%66%72%68%

dcdefcdefccb

Standard Stamped Mail
-41724861283749835318498537226283236362nd Class
-%27%50%43%61%63%57%46%60%59%46%59%33%45%50%59%57%

fdfdfdfccbc

1st Class large letter
-2864373201691996569263*2022184332stamps
-%10%22%12%30%36%30%32%34%21%32%29%9%36%40%34%30%

dfdefdfaa

2nd Class large letter
-111103348113521164852165*419118216stamps
-%9%31%18%23%24%17%24%20%15%24%18%10%7%34%22%19%

affafaaacc

Franked / metered mail
-892013111937404374426818811st Class
-%48%28%35%9%6%3%17%7%1%17%5%45%11%15%3%7%

abceabcabcaabaaaa

Franked / metered mail
-811241151234362343726718722nd Class
-%49%34%43%8%3%2%16%6%1%16%4%42%10%12%3%6%

abcabcabcababaaaa

31**6*71243127-*2519PPI - PPI 1st Class
100%4%*%1%4%*%1%6%1%1%6%1%-%*%3%1%2%

bababa

3**12*1093699**2218PPI - PPI 2nd Class
100%2%*%1%2%*%1%4%1%2%4%1%3%*%3%*%2%

baa

316274210216352417746524117770645144433883NET: 1st class services
100%98%78%74%72%81%79%83%79%77%83%78%77%90%79%80%79%

abcdea

312285010013940214340119414359643138353739NET: 2nd class services
100%78%83%89%70%69%61%67%68%62%67%66%74%55%67%65%66%

aababcaa

NET: Standard stamped
-7212711919361915753330115783434945513991mail
-%47%61%48%84%95%94%73%90%96%73%92%59%85%80%94%88%

defcdefcdefcbcbbc

-21213609625394254889434212132235436NET: Large letter stamps
-%10%35%24%42%47%38%44%43%28%44%38%13%37%58%43%39%

fdfadfdfaaac

NET: Franked / metered
-8132716111941504415339102295mail
-%50%37%49%11%6%3%19%8%1%19%6%51%16%18%4%8%

abcabcabcaabaaaa
Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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QV6d. Which, if any, of the following Royal Mail services does your organisation use to send your standard mail?
Base: All those using RM standard delivery services



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*gfedcbacbaba*dcbaSignificance Level: 95%
24161911452125622815602802818402778724471121Unweighted total
3163456142202660214592314214906557565441120Weighted total

31*17*1212681214**2526NET: PPI
100%5%*%1%5%*%2%6%1%3%6%2%3%*%3%1%2%

babba
Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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QV6d. Which, if any, of the following Royal Mail services does your organisation use to send your standard mail?
Base: All those using RM standard delivery services

Produced by OLR
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Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cbababa*e*dcbaSignificance Level: 95%
-2558661161005731048242339554651121Unweighted total
-263857128992851035202137544591120Weighted total

Standard Stamped Mail
-148610706884871191422343317581st Class
-%56%71%55%69%56%69%43%68%58%62%72%68%

bbb

Standard Stamped Mail
-14349371565415957823312676362nd Class
-%54%57%56%57%49%57%36%41%62%56%58%57%

1st Class large letter
-902425627645287381224182332stamps
-%34%28%44%28%54%28%14%40%31%45%40%30%

aa

2nd Class large letter
-691483817922194351121103216stamps
-%26%17%29%18%26%19%15%27%29%39%22%19%

aaa

Franked / metered mail
-305114671071321242811st Class
-%12%6%11%7%12%7%15%12%4%3%9%7%

a

Franked / metered mail
-1755765468121228722nd Class
-%6%6%6%7%5%7%4%11%4%3%6%6%

-118416-196--1319PPI - PPI 1st Class
-%4%1%3%2%-%2%28%-%-%2%1%2%

a

-1175141175--3418PPI - PPI 2nd Class
-%4%1%4%1%1%2%27%-%-%5%1%2%

aaa

-203680977856681718182540390883NET: 1st class services
-%77%79%76%79%77%79%89%85%67%74%85%79%

bc

-174565866535068914112537303739NET: 2nd class services
-%66%66%67%66%58%67%67%51%66%67%66%66%

NET: Standard stamped
-2127791048867092111173644412991mail
-%81%91%82%89%82%89%54%83%96%80%90%88%

bbbb

-12930776361573795111935219436NET: Large letter stamps
-%49%36%59%36%68%37%25%54%50%64%48%39%

aaaa

NET: Franked / metered
-31641580108532134495mail
-%12%7%11%8%12%8%16%12%4%5%10%8%

a

-14125211256--3426NET: PPI
-%5%1%4%2%1%2%29%-%-%5%1%2%

aa
Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c
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QV6d. Which, if any, of the following Royal Mail services does your organisation use to send your standard mail?
Base: All those using RM standard delivery services



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
12311213862868311788238387490110370910803221906011121Unweighted total

9311203862715314759247351488109365010643002016061120Weighted total

Standard Stamped Mail
5675828020551985041432243347414487301901404177581st Class
61%68%73%76%92%63%66%58%64%69%68%69%69%63%70%69%68%

cafffff

Standard Stamped Mail
4963621417531574341371952706263556201741183376362nd Class
53%57%55%65%60%50%57%55%56%55%57%55%58%58%59%56%57%

a

1st Class large letter
43332167107411623299741973302773138860183332stamps
46%30%43%40%83%37%31%40%21%40%30%43%29%29%30%30%30%

bbeacegacegeacege

2nd Class large letter
272167772*7116167611242141692035639121216stamps
30%19%20%27%8%23%21%27%18%26%20%26%19%19%20%20%19%

abaceaceaceg

Franked / metered mail
1281292332564173939816781291934811st Class
13%7%8%9%55%8%8%7%11%8%7%10%8%10%9%6%7%

bacaca

Franked / metered mail
11721518*1662113325725572242227722nd Class
12%6%4%7%8%5%8%4%10%5%7%8%7%8%11%4%6%

abdfdfdfaa

7197*-101078101461412-719PPI - PPI 1st Class
8%2%2%*%-%3%1%3%2%2%1%1%1%4%-%1%2%

abcbab

7188*-12129812149149*918PPI - PPI 2nd Class
8%2%2%*%-%4%2%4%2%2%1%1%1%3%*%2%2%

abcabcgb

778833272355249594184277403861545836241161470883NET: 1st class services
83%79%85%87%96%79%78%74%79%83%79%84%79%80%80%78%79%

bafacefg

677392351964188516160238313724431710210139383739NET: 2nd class services
73%66%61%72%67%60%68%65%68%64%66%66%67%70%69%63%66%

aaa

NET: Standard stamped
689913472485266661209298428969555957252175551991mail
74%88%90%91%92%85%87%85%85%88%89%85%90%84%87%91%88%

ccabbefc

53436200129415531113611124543235440812071244436NET: Large letter stamps
58%39%52%47%83%49%41%55%32%50%40%54%38%40%35%40%39%

bbeacegacegeacege
Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
Table 32  (continuation)                                                                                                                                                                        Page 433

QV6d. Which, if any, of the following Royal Mail services does your organisation use to send your standard mail?
Base: All those using RM standard delivery services

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
12311213862868311788238387490110370910803221906011121Unweighted total

9311203862715314759247351488109365010643002016061120Weighted total

NET: Franked / metered
159529243267618444195749430263995mail
16%8%8%9%59%8%10%7%12%8%9%11%9%10%13%6%8%

abacdfa

8268*-12171011122292212*1426NET: PPI
8%2%2%*%-%4%2%4%3%3%2%1%2%4%*%2%2%

abcbbb
Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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QV6d. Which, if any, of the following Royal Mail services does your organisation use to send your standard mail?
Base: All those using RM standard delivery services

Produced by OLR
OFC1885
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Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbac*babaSignificance Level: 95%
11187213416610866783109488911069691097102416647749011121Unweighted total
11185614715010816606109187311009401092102617617398831120Weighted total

Standard Stamped Mail
7959184104733462473558574464173969016424107587581st Class
72%69%57%69%68%70%62%67%67%68%68%68%67%96%70%55%86%68%

aab

Standard Stamped Mail
71486738661637846214836245296205788446364256362nd Class
65%57%50%57%57%57%57%57%55%57%56%57%56%47%72%86%48%57%

aca

1st Class large letter
382504058318216-329275329297328302817169332332stamps
34%29%28%39%29%33%-%30%31%30%32%30%29%48%28%23%38%30%

bb

2nd Class large letter
271672334212139-216177216182216198-17216137216stamps
24%19%16%23%20%21%-%20%20%20%19%20%19%-%28%29%16%19%

a

Franked / metered mail
75716197748-816681748174*66181811st Class
7%7%11%13%7%7%-%7%8%7%8%7%7%1%10%8%9%7%

ab

Franked / metered mail
74915206839-725772657264*67258722nd Class
7%6%10%13%6%6%-%7%7%7%7%7%6%1%10%10%7%6%

baba

*1273199-191419141916*2111919PPI - PPI 1st Class
*%1%5%2%2%1%-%2%2%2%2%2%2%3%4%2%2%2%

bc

*1084185-181218141815*3181318PPI - PPI 2nd Class
*%1%6%2%2%1%-%2%1%2%2%2%1%3%5%2%1%2%

bc

8568511012384854148606858667538608031751502883883NET: 1st class services
77%80%75%82%78%82%62%79%79%79%80%79%78%100%84%68%100%79%

b

80556981077154314724564727618722670952739502739NET: 2nd class services
72%65%66%71%66%65%57%66%65%66%66%66%65%51%85%100%57%66%

ca

NET: Standard stamped
10376112112895958869627669738289669081653642780991mail

93%89%82%86%89%89%100%88%88%88%88%88%88%96%87%87%88%88%

aa

483295668422283-433363434380432400823274357436NET: Large letter stamps
44%38%38%45%39%43%-%40%42%39%40%40%39%48%38%37%40%39%

NET: Franked / metered
106618249054-957894869487*6758195mail

9%8%12%16%8%8%-%9%9%9%9%9%8%1%10%10%9%8%

ab

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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QV6d. Which, if any, of the following Royal Mail services does your organisation use to send your standard mail?
Base: All those using RM standard delivery services



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbac*babaSignificance Level: 95%
11187213416610866783109488911069691097102416647749011121Unweighted total
11185614715010816606109187311009401092102617617398831120Weighted total

*18942611-262026202623*3182126NET: PPI
*%2%6%2%2%2%-%2%2%2%2%2%2%3%5%2%2%2%

bc

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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QV6d. Which, if any, of the following Royal Mail services does your organisation use to send your standard mail?
Base: All those using RM standard delivery services

Produced by OLR
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Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

bababababacbaSignificance Level: 95%
149369062155890187103444367897462801121Unweighted total
1463190921167872106101443568597356861120Weighted total

Standard Stamped Mail
8216618140525777868029046866737537581st Class
56%54%68%66%77%66%73%67%67%68%69%66%62%68%

Standard Stamped Mail
8017515121474726357323939655831476362nd Class
55%54%57%57%71%54%60%56%55%58%57%55%55%57%

a

1st Class large letter
49112518131241223101282052882221332stamps
33%34%28%38%46%28%21%31%29%30%30%40%25%30%

ba

2nd Class large letter
3710165521216414203801361771624216stamps
25%33%18%24%18%19%13%20%18%20%18%28%28%19%

bc

Franked / metered mail
172671456527927546944811st Class
12%7%7%7%7%7%2%8%6%8%7%6%5%7%

b

Franked / metered mail
9264826127020526424722nd Class
6%6%7%4%3%7%2%7%5%8%7%3%5%6%

b

5*172-16-19137112619PPI - PPI 1st Class
4%*%2%1%-%2%-%2%3%1%1%4%7%2%

ac

2*154-16414109112618PPI - PPI 2nd Class
2%1%2%2%-%2%4%1%2%1%1%3%7%2%

c

1132371816559678838003415427684466883NET: 1st class services
78%73%79%78%88%78%78%79%78%79%79%78%77%79%

942160413551559696702804596443656739NET: 2nd class services
65%68%66%64%77%64%65%66%64%67%66%64%66%66%

a

NET: Standard stamped
11526803188657591008903836088674975991mail

79%86%88%89%97%87%95%88%88%89%89%87%87%88%

a

711732710937323254121662703703036436NET: Large letter stamps
49%57%36%52%56%37%23%41%38%39%38%53%43%39%

babc

NET: Franked / metered
18280155782933164824495mail
12%7%9%7%7%9%2%9%7%9%8%6%5%8%

b
Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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QV6d. Which, if any, of the following Royal Mail services does your organisation use to send your standard mail?
Base: All those using RM standard delivery services



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

bababababacbaSignificance Level: 95%
149369062155890187103444367897462801121Unweighted total
1463190921167872106101443568597356861120Weighted total

5*234-244221511182626NET: PPI
4%1%3%2%-%3%4%2%4%2%2%4%7%2%

ac
Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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QV6d. Which, if any, of the following Royal Mail services does your organisation use to send your standard mail?
Base: All those using RM standard delivery services

Produced by OLR
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Satisfaction with
MonthMonthMonthother main provider

DecNovOctJunMayAprMarFebJanDissatisfiedSatisfiedTOTAL

cbacbacba*baSignificance Level: 95%
133101136222895511716110731641121Unweighted total
13711911422488541331539851531120Weighted total

Standard Stamped Mail
1027271166593579109632847581st Class

75%60%63%74%68%65%60%72%65%48%55%68%

abc

Standard Stamped Mail
82565913358397583512886362nd Class
60%47%52%59%66%71%57%55%52%48%58%57%

1st Class large letter
664247491513335116252332stamps
48%35%42%22%17%25%25%33%17%48%34%30%

ba

2nd Class large letter
35182143148262922237216stamps
26%15%19%19%15%16%20%19%22%48%24%19%

b

Franked / metered mail
59101374131011*17811st Class
4%7%8%6%8%7%9%7%11%4%11%7%

Franked / metered mail
510128849134*8722nd Class
4%8%10%4%9%7%7%8%4%4%5%6%

c

1543-*5**-519PPI - PPI 1st Class
1%4%4%1%-%*%4%*%*%-%3%2%

b

2862-*-**-218PPI - PPI 2nd Class
2%6%5%1%-%*%-%*%*%-%2%2%

11593921746942100124753116883NET: 1st class services
84%78%80%77%79%78%75%81%77%52%76%79%

897476148684286100553100739NET: 2nd class services
65%62%67%66%78%78%65%66%56%52%66%66%

c

NET: Standard stamped
126100942107549115136865123991mail

92%83%82%94%86%90%87%89%88%96%81%88%

ab

784953702122476234574436NET: Large letter stamps
57%41%47%31%24%40%36%41%35%96%48%39%

bb

NET: Franked / metered
6111215104131311*1795mail
4%9%11%7%11%7%10%9%12%4%11%8%

c

2865-*51*-526NET: PPI
2%6%5%2%-%*%4%*%*%-%3%2%

Columns Tested: a,b - a,b,c - a,b,c - a,b,c
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QV6d. Which, if any, of the following Royal Mail services does your organisation use to send your standard mail?
Base: All those using RM standard delivery services
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GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
4527811590565053615640406036735Unweighted total
65327443563691171135840807043758Weighted total

125778181130238881811460-24%
19%25%16%23%28%16%26%21%13%20%11%26%2%19%

aaaaacaaaaa

804779814574138119825-49%
12%16%15%19%14%12%12%5%12%10%16%12%27%13%

fffffm

1416106772034161320121316450-74%
22%22%24%18%11%9%17%30%28%32%25%18%31%22%

hhihihihihi

30710201430445351271539311735075-100%
47%37%45%40%48%63%45%45%46%38%48%45%40%46%

adjklm

65327443563691171135840807043758Answered
61.9155.8861.1156.2557.3668.5858.5263.8164.6858.8764.3758.0662.8461.39Mean

jl

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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Standard Stamped Mail 1st Class (WRITE IN:) (QV6d1  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All who send Standard Stamped Mail First Class
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UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

bae*d*cbagfed*cbaSignificance Level: 95%
42131415323241065823043516161116479735Unweighted total
4053532544187332964417163106979758Weighted total

77706114141648297*12171460-24%
19%20%23%25%24%23%19%22%19%17%11%2%18%22%19%

5939411394438148-7159825-49%
14%11%16%17%22%15%13%14%19%8%13%-%10%19%13%

ee

8876511315965837142102116450-74%
22%21%22%34%20%19%22%22%19%22%23%19%15%27%22%

181169101173401251990348392535075-100%
45%48%39%24%34%43%46%42%44%53%54%79%57%32%46%

agaag

4053532544187332964417163106979758Answered
60.4362.4955.7551.2548.3958.2961.5858.9257.0867.2967.4388.8063.5553.3261.39Mean

aga
Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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Standard Stamped Mail 1st Class (WRITE IN:) (QV6d1  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All who send Standard Stamped Mail First Class
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Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*edcbacbaba*dcbaSignificance Level: 95%
-13253782155417146382207146589105348327735Unweighted total
-717218015447512140823012163724537393758Weighted total

-47823238140624540107197711460-24%
-%53%41%38%29%15%17%33%15%20%33%17%29%20%19%18%19%

abababa

-126329581367181385-33519825-49%
-%8%10%27%4%19%12%11%16%8%11%13%-%7%8%13%13%

acacca

--411833107151034615149*1288516450-74%
-%-%25%5%23%21%22%12%25%20%12%23%5%26%21%22%22%

dddcb

-346356823053176121532971211918735075-100%
-%39%25%29%44%44%48%44%43%53%44%47%67%47%51%47%46%

db

-717218015447512140823012163724537393758Answered
-46.3846.6941.1656.5960.1663.9954.3860.8766.0254.3862.7265.2163.1663.4362.1861.39Mean

dddccb
Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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Standard Stamped Mail 1st Class (WRITE IN:) (QV6d1  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All who send Standard Stamped Mail First Class
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Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cbababa*e*d*cbaSignificance Level: 95%
-14359266669436928162230323735Unweighted total
-14861070688487119142234331758Weighted total

-3111512135514235512591460-24%
-%21%19%17%20%10%20%36%37%25%35%18%19%

a

-237512861087-*311389825-49%
-%15%12%17%12%22%12%-%2%13%33%12%13%

a

-261388156316121318716450-74%
-%17%23%11%23%5%23%21%9%12%4%26%22%

bbb

-6828239311303204711914735075-100%
-%46%46%55%45%63%45%43%52%49%28%44%46%

a

-14861070688487119142234331758Answered
-58.3462.1361.4261.3966.2461.0759.8657.3358.9941.3160.9161.39Mean

b
Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c
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Standard Stamped Mail 1st Class (WRITE IN:) (QV6d1  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All who send Standard Stamped Mail First Class
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Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
727352752056187500129243321722457716210113405735Unweighted total
567582802055198504143224334741448730190140417758Weighted total

111465844-39101353464144941384939581460-24%
19%19%21%21%-%20%20%25%15%19%19%21%19%26%28%14%19%

eaa

13984724326591832479872963216509825-49%
23%13%17%12%65%13%12%13%14%14%13%16%13%17%11%12%13%

b

111644960*3311327477416411316437249916450-74%
19%22%18%29%7%17%22%19%21%22%22%25%22%19%17%24%22%

a

223501267719923262111149336170332736121035075-100%
39%46%45%38%28%50%46%44%49%45%45%38%45%38%43%50%46%

cbbbbc

567582802055198504143224334741448730190140417758Answered
52.6461.3958.3356.8045.4561.9361.0756.5664.3959.7360.9156.1661.1254.8557.9865.1361.39Mean

cbbfbbbc

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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Standard Stamped Mail 1st Class (WRITE IN:) (QV6d1  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All who send Standard Stamped Mail First Class

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbac*babaSignificance Level: 95%
735827710871145727145797246347196701439419735735Unweighted total
795918410473346247355857446417396901642410758758Weighted total

16112192214190-144105144121144134191331461460-24%
20%19%22%21%19%20%-%20%18%19%19%19%19%4%21%33%19%19%

a

11842139764-96799786978341284989825-49%
14%14%3%13%13%14%-%13%14%13%13%13%12%25%28%21%13%13%

aaca

22123162016194-1611281631441611513812016416450-74%
28%21%19%20%22%20%-%22%22%22%22%22%22%19%19%29%22%22%

a

31272474933321443352723402913373218147235035075-100%
38%46%56%47%46%46%100%46%46%46%45%46%47%51%32%18%46%46%

cb

795918410473346247355857446417396901642410758758Answered
58.9961.0266.6858.4761.0860.7696.9060.9361.9361.1861.1960.9961.7167.8251.1941.1461.3961.39Mean

b
Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
Table 33  (continuation)                                                                                                                                                                        Page 445

Standard Stamped Mail 1st Class (WRITE IN:) (QV6d1  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All who send Standard Stamped Mail First Class

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

b*ababababacbaSignificance Level: 95%
831960213343590656702914446563246735Unweighted total
821661814052577786802904686673753758Weighted total

17212522171051113562851211691460-24%
21%11%20%16%33%18%15%20%21%18%18%43%17%19%

aac

73742496212862771841049825-49%
8%17%12%17%17%11%16%13%9%15%13%26%8%13%

bac

204138269124181477193149-1516450-74%
24%23%22%19%17%22%23%22%24%20%22%-%28%22%

bb

388282681728537313131220313122535075-100%
47%50%46%49%34%49%47%46%45%47%47%31%47%46%

b

821661814052577786802904686673753758Answered
60.4763.2061.4461.1646.9064.0265.3860.9461.7061.2062.0843.3665.1961.39Mean

bbb
Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
Table 33  (continuation)                                                                                                                                                                        Page 446

Standard Stamped Mail 1st Class (WRITE IN:) (QV6d1  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All who send Standard Stamped Mail First Class

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthMonthother main provider

DecNovOctJunMayAprMarFebJanDissatisfiedSatisfiedTOTAL

cbacbacba*baSignificance Level: 95%
96598315664346910767191735Unweighted total

102727116659357910963284758Weighted total

1711192819815208-191460-24%
17%15%27%17%32%22%19%19%13%-%23%19%

c

21610178610119-59825-49%
20%9%14%11%14%16%12%10%15%-%6%13%

17141735101423277-2216450-74%
17%20%24%21%16%39%29%25%11%-%26%22%

bcaa

4841268522831513823835075-100%
46%57%36%51%38%23%40%47%61%100%46%46%

aac

102727116659357910963284758Answered
59.5268.2452.7965.2055.1350.3959.0661.6970.7395.0059.4461.39Mean

aac
Columns Tested: a,b - a,b,c - a,b,c - a,b,c

Ofcom; Business Postal Tracker
Table 33  (continuation)                                                                                                                                                                        Page 447

Standard Stamped Mail 1st Class (WRITE IN:) (QV6d1  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All who send Standard Stamped Mail First Class

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfed*cbaSignificance Level: 95%
373808688393348544637265337627Unweighted total
5412933344346107954538566644636Weighted total

9247581312186518751080-24%
17%15%22%15%19%28%12%19%14%13%31%10%11%17%

b

61536411396316387525-49%
11%16%10%17%9%3%12%9%12%7%29%4%17%12%

bbb

1344117131324161987201415750-74%
25%14%35%21%29%29%23%16%42%21%13%30%31%25%

lfjlldfgjlmll

25416111619185853142315371829675-100%
47%55%33%47%44%39%54%56%32%59%27%56%40%47%

ekekekekekek

5412933344346107954538566644636Answered
63.7765.3455.0463.1860.9055.0870.0166.4359.6569.9044.8472.6664.1763.36Mean

kkhkkkehk

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
Table 34                                                                                                                                                                                        Page 448

Standard Stamped Mail 2nd Class (WRITE IN:) (QV6d1  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All who send Standard Stamped Mail 2nd Class

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

bae*d*cbag*fed*cbaSignificance Level: 95%
384243131202586496247251394475882627Unweighted total
347288213414614242281504585085636Weighted total

5355411210445620103891080-24%
15%19%18%35%21%14%17%19%22%13%23%32%15%10%17%

3836411271336119*497525-49%
11%13%18%26%15%18%11%14%23%7%19%5%9%11%12%

ae

8770511415160533151152115750-74%
25%24%25%21%28%25%25%25%18%22%32%10%30%25%25%

16912781162881041086114224629675-100%
49%44%38%18%36%43%47%43%38%57%25%52%45%54%47%

ddgdd

347288213414614242281504585085636Answered
64.8661.5657.6340.9156.4561.8063.5660.5050.1270.0650.3160.6465.2670.3663.36Mean

dgddg

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
Table 34  (continuation)                                                                                                                                                                        Page 449

Standard Stamped Mail 2nd Class (WRITE IN:) (QV6d1  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All who send Standard Stamped Mail 2nd Class

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*edcbacbaba*dcbaSignificance Level: 95%
-1028378813932212533916312550283938272627Unweighted total
-4172486128374983531849853722628323636Weighted total

-*358266417682317911312561080-24%
-%4%18%21%10%20%17%17%19%12%17%17%42%11%42%17%17%

caac

-1221812401149151164*52377525-49%
-%20%15%7%21%9%11%11%14%8%11%12%6%20%7%12%12%

ab

-*5617369323924123133*647715750-74%
-%7%30%23%19%28%25%24%26%22%24%25%12%22%16%24%25%

-3612445417747144105472491121015329675-100%
-%68%38%49%50%42%47%48%41%57%48%46%40%47%35%47%47%

b

-4172486128374983531849853722628323636Answered
-73.5959.8061.8866.1660.8163.9663.8860.0769.4263.8863.2750.1260.7048.9263.2463.36Mean

bb
Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
Table 34  (continuation)                                                                                                                                                                        Page 450

Standard Stamped Mail 2nd Class (WRITE IN:) (QV6d1  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All who send Standard Stamped Mail 2nd Class

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cbababa*e*d*c*baSignificance Level: 95%
-13349464563405879132227262627Unweighted total
-1434937156541595782331267636Weighted total

-2781189012961118601080-24%
-%19%16%26%16%30%16%12%10%3%26%23%17%

aa

-13613723722134377525-49%
-%9%12%4%13%7%12%23%8%15%13%14%12%

b

-361211913810147*25116115750-74%
-%25%24%26%24%24%25%3%18%22%35%23%25%

-6723031265162805514810829675-100%
-%47%47%44%47%39%47%62%64%60%25%41%47%

-1434937156541595782331267636Answered
-62.3863.6560.3363.7557.0463.8066.7773.5173.8453.0857.4263.36Mean

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
Table 34  (continuation)                                                                                                                                                                        Page 451

Standard Stamped Mail 2nd Class (WRITE IN:) (QV6d1  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All who send Standard Stamped Mail 2nd Class

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
626272111702160441122215269620376616184101338627Unweighted total
496362141753157434137195270626355620174118337636Weighted total

15108503533380223761104731042623591080-24%
30%17%23%20%100%21%19%16%19%23%17%21%17%15%20%17%17%

bbac

11753132-15461517357559723410287525-49%
22%12%15%18%-%9%10%11%9%13%12%17%12%19%9%8%12%

baacegab

81574842-361113356641569315637308915750-74%
15%25%23%24%-%23%26%24%29%24%25%26%25%21%25%26%25%

162968466-731976786111291130288775516129675-100%
33%47%39%38%-%47%45%49%44%41%47%37%46%44%47%48%47%

cbbbb

496362141753157434137195270626355620174118337636Answered
46.7563.3656.4356.595.0062.1162.8365.2562.2058.2663.4656.2463.4861.2361.5165.0463.36Mean

accbbbbdbd

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
Table 34  (continuation)                                                                                                                                                                        Page 452

Standard Stamped Mail 2nd Class (WRITE IN:) (QV6d1  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All who send Standard Stamped Mail 2nd Class

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbac*babaSignificance Level: 95%
6349961926073692611478618534614566844627437627Unweighted total
7148673866163784621483624529620578844636425636Weighted total

16712025101661107751048610398-8108991080-24%
23%15%27%29%16%17%34%17%16%17%16%17%17%-%18%17%23%17%

babb

2663107355-7261757173673475717525-49%
3%14%5%12%12%14%-%12%13%12%13%12%12%34%9%12%17%12%

cb

20123141515498-15412715513815513551815714215750-74%
29%25%19%17%25%26%-%25%26%25%26%25%23%63%41%25%33%25%

cb

3222636362881592288220291234289278*1429611429675-100%
45%47%49%42%47%42%66%46%46%47%44%47%48%3%31%47%27%47%

aa

7148673866163784621483624529620578844636425636Answered
62.8863.6961.7654.8563.6660.2969.5563.2063.3163.4761.9863.4663.8052.4658.5463.3650.1063.36Mean

ca
Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
Table 34  (continuation)                                                                                                                                                                        Page 453

Standard Stamped Mail 2nd Class (WRITE IN:) (QV6d1  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All who send Standard Stamped Mail 2nd Class

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

b*ababababacbaSignificance Level: 95%
841651111636489515762353925493146627Unweighted total
801751512147472635732393965583147636Weighted total

1657830108131053573944101080-24%
20%30%15%25%22%17%5%18%15%18%17%13%21%17%

bb

8*6014354471304468167525-49%
11%3%12%12%6%12%6%12%13%11%12%2%13%12%

20413225101173012756101135101115750-74%
25%25%26%20%20%25%47%22%23%25%24%34%24%25%

a

357245522522027270118178261162029675-100%
44%43%48%43%52%47%42%47%49%45%47%51%42%47%

801751512147472635732393965583147636Answered
60.2753.0064.8657.0060.5863.8670.0762.6265.7461.9363.4171.1258.1363.36Mean

a
Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
Table 34  (continuation)                                                                                                                                                                        Page 454

Standard Stamped Mail 2nd Class (WRITE IN:) (QV6d1  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All who send Standard Stamped Mail 2nd Class

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthMonthother main provider

DecNovOctJunMayAprMarFebJanDissatisfiedSatisfiedTOTAL

cbacbacba*baSignificance Level: 95%
7748621396033638956195627Unweighted total
8256591335839758351288636Weighted total

17911268341416-171080-24%
21%16%18%20%14%7%5%17%32%-%20%17%

cbc

1264171061091-97525-49%
15%10%7%13%17%15%13%11%3%-%10%12%

20151334718182012-2415750-74%
24%27%22%26%12%47%24%23%24%-%27%25%

bbc

33263156331244402123829675-100%
40%47%52%42%58%31%58%48%41%100%43%47%

ac

8256591335839758351288636Answered
59.1364.3666.3660.3266.4560.6572.7964.2856.6599.0059.3163.36Mean

a
Columns Tested: a,b - a,b,c - a,b,c - a,b,c

Ofcom; Business Postal Tracker
Table 34  (continuation)                                                                                                                                                                        Page 455

Standard Stamped Mail 2nd Class (WRITE IN:) (QV6d1  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All who send Standard Stamped Mail 2nd Class

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

m*lkj*i*h*g*f*e*d*c*b*aSignificance Level: 95%
201265247261525262618212915326Unweighted total
28691919262052442517463620332Weighted total

16951212181627331482120111990-24%
59%62%63%62%71%77%53%76%58%48%46%56%54%60%

40232223*4317364725-49%
14%20%15%12%10%8%5%*%16%16%37%9%30%14%

522322312104521035850-74%
18%17%15%12%10%15%23%23%16%29%5%27%16%18%

24-133-10-2153-2875-100%
8%-%7%14%10%-%19%-%10%7%11%9%-%8%

28691919262052442517463620332Answered
27.4618.3724.4027.7721.2920.0636.4118.9224.5534.0029.9630.4125.6327.06Mean

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
Table 35                                                                                                                                                                                        Page 456

1st Class large letter stamps (WRITE IN:) (QV6d1  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All who send 1st Class large letter stamps

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

bae*d*cbag*fed*c*baSignificance Level: 95%
1821447112104925514020593322832326Unweighted total
1601721222832013623643223231332Weighted total

9410491171897194323-21241990-24%
59%60%77%71%61%81%59%52%38%66%72%-%65%78%60%

aagg

26212**145243452444725-49%
16%12%14%15%19%12%14%17%14%7%15%100%13%13%14%

24341**157301064-435850-74%
15%20%8%5%20%7%18%22%42%9%13%-%14%9%18%

be

1513**--2811112--3-2875-100%
10%8%1%9%-%-%9%8%5%18%-%-%9%-%8%

bead

1601721222832013623643223231332Answered
27.5126.6517.5623.1721.4315.3727.4229.9930.9029.3119.5228.7227.0415.7427.06Mean

beada
Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
Table 35  (continuation)                                                                                                                                                                        Page 457

1st Class large letter stamps (WRITE IN:) (QV6d1  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All who send 1st Class large letter stamps

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*dcbacbaba*d*c*baSignificance Level: 95%
-7713457917474185677425232623155326Unweighted total
-2864373201691996569263*2022184332Weighted total

-2543353102391213839159*16161101990-24%
-%100%65%55%76%73%51%57%61%59%57%61%62%78%72%60%60%

aa

--1258311025121036*12304725-49%
-%-%18%26%12%10%15%15%13%18%15%14%38%5%11%16%14%

----49461038111048-22315850-74%
-%-%-%-%8%13%23%15%19%16%15%18%-%12%10%17%18%

c

--1113229155919-12132875-100%
-%-%16%19%3%4%11%13%7%7%13%7%-%6%8%7%8%

-2864373201691996569263*2022184332Answered
-9.1827.3326.6618.1119.8931.7328.3426.8526.3828.3426.7313.8318.4322.3925.8727.06Mean

bc

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
Table 35  (continuation)                                                                                                                                                                        Page 458

1st Class large letter stamps (WRITE IN:) (QV6d1  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All who send 1st Class large letter stamps

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cbababa*e*d*c*baSignificance Level: 95%
-732534228432294410917165326Unweighted total
-902425627645287381224182332Weighted total

-571423716128170257101161990-24%
-%63%58%67%58%62%59%84%61%57%40%64%60%

-839443344--*5284725-49%
-%9%16%6%16%8%15%-%-%2%20%15%14%

-1247553553--51245850-74%
-%13%19%10%19%12%18%-%-%41%6%13%18%

-1315919820*3-8142875-100%
-%14%6%17%7%18%7%16%39%-%34%7%8%

aaa

-902425627645287381224182332Answered
-29.2526.2530.5826.3632.3226.2317.8241.5327.1445.8124.1927.06Mean

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
Table 35  (continuation)                                                                                                                                                                        Page 459

1st Class large letter stamps (WRITE IN:) (QV6d1  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All who send 1st Class large letter stamps

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
49326153101598239838017032527431210345177326Unweighted total
43332167107411623299741973302773138860183332Weighted total

261999073462162574611919615519441421161990-24%
60%60%54%68%82%54%70%58%61%60%59%56%62%46%70%63%60%

abcdfcc

5472921-12227828474347198194725-49%
13%14%17%19%-%11%10%8%11%14%14%16%15%21%13%10%14%

ga

55830512532181429585257138375850-74%
12%18%18%4%18%21%14%18%19%15%18%19%18%15%13%20%18%

c

728189-161616721282815162112875-100%
15%8%11%8%-%14%7%17%9%11%9%10%5%18%3%6%8%

acgaaab

43332167107411623299741973302773138860183332Answered
30.8127.0629.5021.5219.6032.9523.0032.8628.5527.6527.2229.2224.2534.4221.0525.5027.06Mean

cagagab

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
Table 35  (continuation)                                                                                                                                                                        Page 460

1st Class large letter stamps (WRITE IN:) (QV6d1  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All who send 1st Class large letter stamps

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbac*b*abaSignificance Level: 95%
362513762314211-323269324297321296519180326326Unweighted total
382504058318216-329275329297328302817169332332Weighted total

311402440193127-1991731991781981757141281991990-24%
82%56%60%69%61%59%-%60%63%60%60%60%58%85%78%75%60%60%

aba

4394104433-4531474547441325474725-49%
10%16%11%16%14%15%-%14%11%14%15%14%14%15%19%15%14%14%

350575632-584558495858-*12585850-74%
8%20%13%13%18%15%-%18%16%18%16%18%19%-%3%7%18%18%

b

-21712624-282725252526--5282875-100%
-%9%17%1%8%11%-%9%10%8%9%8%9%-%-%3%8%8%

ccb

382504058318216-329275329297328302817169332332Answered
15.4628.8128.3617.8426.7027.97-27.0126.6426.4826.5426.4627.9013.3713.0916.8127.0627.06Mean

ccccb
Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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1st Class large letter stamps (WRITE IN:) (QV6d1  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All who send 1st Class large letter stamps

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

b*aba*ba*babac*b*aSignificance Level: 95%
4492497723253163101301962861822326Unweighted total
49112518131241223101282052882221332Weighted total

3051514817145191807212717711101990-24%
63%45%60%59%56%60%85%58%56%62%62%47%49%60%

3*3512232344163140344725-49%
6%2%14%15%7%13%13%14%13%15%14%12%20%14%

934991140-58283053235850-74%
19%27%20%11%35%17%-%19%22%15%18%11%16%18%

631612*24*28111718732875-100%
13%26%7%14%1%10%2%9%9%8%6%30%15%8%

b

49112518131241223101282052882221332Answered
28.9344.0226.4429.0226.1228.1914.0827.9929.0525.8225.8837.1932.5627.06Mean

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
Table 35  (continuation)                                                                                                                                                                        Page 462

1st Class large letter stamps (WRITE IN:) (QV6d1  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All who send 1st Class large letter stamps

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthMonthother main provider

DecNovOctJunMayAprMarFebJanDissatisfiedSatisfiedTOTAL

cbac*b*a*cb*a*baSignificance Level: 95%
573759521212274921148326Unweighted total
664247491513335116252332Weighted total

42232435851932122331990-24%
63%54%52%71%56%34%56%63%71%100%63%60%

149653137*-34725-49%
20%20%12%11%21%6%8%14%1%-%5%14%

671151311105-105850-74%
9%17%23%11%4%24%35%19%28%-%20%18%

546335*3--62875-100%
7%9%14%7%18%35%1%5%-%-%12%8%

664247491513335116252332Answered
24.0527.4834.4520.2835.8450.5026.4523.9420.795.0028.8027.06Mean

Columns Tested: a,b - a,b,c - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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1st Class large letter stamps (WRITE IN:) (QV6d1  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All who send 1st Class large letter stamps

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

m*lkj*i*h*g*f*e*d*c*b*aSignificance Level: 95%
13226313817815171712112015227Unweighted total
181101215171332281612242119216Weighted total

114581113102020136513141380-24%
63%56%64%77%78%75%62%71%81%55%23%61%76%64%

383221210*2110834525-49%
21%28%20%17%7%13%31%1%11%12%44%39%16%21%

13*111--3-18--1550-74%
7%1%5%6%7%-%-%9%-%12%33%-%-%7%

1611-122512--11975-100%
9%14%11%-%7%13%7%19%8%21%-%-%8%9%

j

181101215171332281612242119216Answered
23.3426.8424.7715.0520.7422.3721.5625.3216.4730.7132.5218.6621.2923.02Mean

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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2nd Class large letter stamps (WRITE IN:) (QV6d1  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All who send 2nd Class large letter stamps

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

bae*d*cbag*fe*d*cb*aSignificance Level: 95%
1309752119321759010471333023227Unweighted total
1041129225208991041722521216Weighted total

73666114132557293221161380-24%
70%58%72%79%40%78%64%55%72%70%48%81%84%77%64%

g

18271**14426363-324525-49%
17%24%17%21%12%17%21%26%28%15%46%-%13%8%21%

2121-**1411-1-**-1550-74%
2%11%7%-%25%4%7%11%-%3%-%19%1%-%7%

b

117*-*-187-5*-*31975-100%
11%7%4%-%24%-%9%7%-%12%7%-%2%15%9%

1041129225208991041722521216Answered
21.6624.2817.5412.1736.9713.8923.2525.2013.4525.0922.1717.6212.8521.5623.02Mean

bb
Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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2nd Class large letter stamps (WRITE IN:) (QV6d1  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All who send 2nd Class large letter stamps

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*dcbacbaba*d*c*baSignificance Level: 95%
-5111733619960126416016731220107227Unweighted total
-111103348113521164852165*419118216Weighted total

-*9616357136673436102*316801380-24%
-%34%88%64%49%72%63%71%58%71%71%62%59%86%83%68%64%

c

-***673133012342-1-214525-49%
-%34%4%5%18%14%27%7%26%24%7%25%-%14%-%18%21%

ccb

---18413111312*-*101550-74%
-%-%-%14%24%8%1%5%9%2%5%7%41%-%1%9%7%

aba

-*123310981910--371975-100%
-%32%8%17%9%6%9%17%7%2%17%6%-%-%17%6%9%

aba

-111103348113521164852165*419118216Answered
-44.8113.1732.5531.9519.8321.5826.8924.4515.4326.8921.8022.9510.0622.1920.3123.02Mean

baa
Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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2nd Class large letter stamps (WRITE IN:) (QV6d1  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All who send 2nd Class large letter stamps

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cbaba*ba*e*d*c*baSignificance Level: 95%
-651623519221206671119109227Unweighted total
-691483817922194351121103216Weighted total

-4396291091712124611721380-24%
-%62%65%76%61%75%63%74%79%55%52%70%64%

-1035441145-*23224525-49%
-%14%24%10%23%2%23%-%9%17%14%22%21%

-510*14*14-*2-61550-74%
-%7%6%1%8%1%7%-%4%23%-%5%7%

-1185145141**741975-100%
-%16%5%13%8%22%7%26%9%4%34%4%9%

a

-691483817922194351121103216Answered
-28.2420.6018.8523.8922.2823.1025.0013.5528.0039.9317.7223.02Mean

a
Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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2nd Class large letter stamps (WRITE IN:) (QV6d1  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All who send 2nd Class large letter stamps

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
38227827217917467631312251852156936122227Unweighted total
272167772*7116167611242141692035639121216Weighted total

161384851*441044136851381041343027811380-24%
59%64%62%71%100%62%64%61%58%68%64%61%66%54%68%67%64%

5451714-133113142545404578304525-49%
17%21%23%20%-%18%19%19%22%20%21%23%22%12%21%25%21%

c

51556-3125731512129241550-74%
16%7%7%8%-%4%8%8%11%2%7%7%6%17%4%3%7%

bdda

21961-1214851116141210261975-100%
8%9%8%2%-%16%9%12%8%9%8%8%6%18%6%5%9%

ca

272167772*7116167611242141692035639121216Answered
24.8123.0223.4515.692.0028.0822.9227.2124.9221.0122.2823.8820.4133.0319.7819.4323.02Mean

cab

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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2nd Class large letter stamps (WRITE IN:) (QV6d1  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All who send 2nd Class large letter stamps

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*cb*acba*fedcbac*b*abaSignificance Level: 95%
281762349219142-225190227199225203-19227149227Unweighted total
271672334212139-216177216182216198-17216137216Weighted total

22106112413584-138107138111138125-11138981380-24%
81%64%46%71%64%60%-%64%60%64%61%64%63%-%68%64%71%64%

141374432-454345454540-545314525-49%
5%25%11%20%21%23%-%21%24%21%25%21%20%-%32%21%23%21%

312*21513-151115141515--1561550-74%
11%7%*%5%7%9%-%7%6%7%8%7%7%-%-%7%5%7%

181011810-191619121818--1911975-100%
3%5%42%4%9%7%-%9%9%9%7%8%9%-%-%9%1%9%

a

271672334212139-216177216182216198-17216137216Answered
15.3121.2544.7517.9423.1023.56-23.0424.0323.0223.2522.8923.48-17.1723.0215.6223.02Mean

a
Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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2nd Class large letter stamps (WRITE IN:) (QV6d1  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All who send 2nd Class large letter stamps

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

b*aba*ba*babac*b*aSignificance Level: 95%
457176511017614213841431851725227Unweighted total
3710165521216414203801361771624216Weighted total

20610830710512126489011211151380-24%
55%56%66%58%55%64%88%62%60%66%63%71%63%64%

7-414335243192742124525-49%
20%-%25%8%24%21%12%21%23%19%24%7%8%21%

a

5-6926-15869241550-74%
14%-%4%17%20%4%-%7%10%5%5%11%16%7%

b

4599-18-1951414231975-100%
11%44%6%18%-%11%-%9%6%10%8%11%13%9%

b

3710165521216414203801361771624216Answered
30.1343.6620.4731.1718.8624.3114.4123.5922.9123.0821.8226.2929.7723.02Mean

b
Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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2nd Class large letter stamps (WRITE IN:) (QV6d1  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All who send 2nd Class large letter stamps

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthMonthother main provider

DecNovOctJunMayAprMarFebJanDissatisfiedSatisfiedTOTAL

c*b*ac*b*a*cb*a*baSignificance Level: 95%
37202847107233322147227Unweighted total
35182143148262922237216Weighted total

2810182594191782201380-24%
79%56%84%57%67%46%73%59%39%100%53%64%

761942493-74525-49%
20%33%6%20%33%19%13%33%15%-%20%21%

-*14-33-4-31550-74%
-%1%3%10%-%34%12%-%17%-%7%7%

*226--*26-71975-100%
1%11%7%13%-%-%2%8%30%-%20%9%

35182143148262922237216Answered
13.3125.2018.6429.9811.3429.7717.0619.8443.471.0035.5823.02Mean

Columns Tested: a,b - a,b,c - a,b,c - a,b,c

Ofcom; Business Postal Tracker
Table 36  (continuation)                                                                                                                                                                        Page 471

2nd Class large letter stamps (WRITE IN:) (QV6d1  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All who send 2nd Class large letter stamps

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
822312131013213888137130Unweighted total
6873357514341512381Weighted total

16312*123**53*220-24%
24%42%45%61%9%11%50%22%6%6%34%28%14%28%

61****-3*1**-825-49%
9%11%16%4%4%2%-%24%15%39%2%3%-%10%

181*1**252-3322050-74%
26%11%15%22%9%5%50%35%70%-%17%26%73%25%

2731*45-3*275*3175-100%
40%36%25%14%78%81%-%20%9%55%46%43%12%38%

6873357514341512381Answered
56.0047.1143.5430.1983.1676.9727.3343.9648.6061.9456.7058.1450.4153.78Mean

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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Franked/metered mail 1st Class (WRITE IN:) (QV6d1  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All who send Franked/metered mail 1st Class

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

bae*d*cbag*f*e*d*c*b*aSignificance Level: 95%
65657723193553541225111213130Unweighted total
354613436682810205*11281Weighted total

101331*21911163-**220-24%
27%28%27%30%6%35%28%40%15%28%56%-%4%19%28%

4431*151*4*-2*825-49%
10%9%22%28%12%22%7%4%1%18%8%-%20%8%10%

aa

8123111178221*2-2050-74%
21%27%21%23%25%17%25%29%25%10%15%100%19%-%25%

15164121278691-623175-100%
42%36%31%18%57%26%40%27%59%43%20%-%57%73%38%

354613436682810205*11281Answered
55.7952.2449.4341.0569.8445.0454.6244.4768.4953.9430.7170.0065.5877.3453.78Mean

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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Franked/metered mail 1st Class (WRITE IN:) (QV6d1  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All who send Franked/metered mail 1st Class

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*ed*c*b*acb*aba*d*c*b*aSignificance Level: 95%
-25213522121578484785214161116130Unweighted total
-89201311193740437442681881Weighted total

-53527*139-139*116220-24%
-%66%33%24%17%60%1%37%22%-%37%20%10%10%14%34%28%

a

-12131-53-53**4*825-49%
-%12%26%4%22%6%-%13%8%-%13%7%13%5%47%1%10%

-119136513251412352050-74%
-%10%8%46%5%24%31%15%32%42%15%33%28%26%33%27%25%

cb

-135711313162131814*73175-100%
-%12%33%27%56%10%68%36%39%58%36%40%49%58%5%39%38%

-89201311193740437442681881Answered
-24.8147.6152.3162.4827.7679.1649.8155.0178.5449.8157.0666.4071.6541.6147.2053.78Mean

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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Franked/metered mail 1st Class (WRITE IN:) (QV6d1  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All who send Franked/metered mail 1st Class
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Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cba*ba*ba*e*d*c*baSignificance Level: 95%
-508019111101205581059130Unweighted total
-30511467107132124281Weighted total

-518319-22*-*114220-24%
-%15%35%22%29%-%31%4%-%8%33%32%28%

b

-351616-***6825-49%
-%9%10%9%10%13%9%-%16%22%15%14%10%

-613317416-***62050-74%
-%21%27%21%25%39%22%-%9%32%9%14%25%

-17147245263211173175-100%
-%55%29%48%36%47%37%96%75%38%43%40%38%

a

-30511467107132124281Answered
-69.2444.5562.8151.8271.2051.3293.5973.3451.4557.2252.0953.78Mean

a
Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c
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Franked/metered mail 1st Class (WRITE IN:) (QV6d1  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All who send Franked/metered mail 1st Class

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*cbac*bagfedcbacbaSignificance Level: 95%
281304740245112366470130115129414049130Unweighted total
128129233256417393981678129193481Weighted total

22229-519415102219221067220-24%
18%28%6%40%-%21%30%23%39%26%28%29%28%35%30%20%28%

a

1834*37347878124825-49%
12%10%10%16%6%12%11%15%9%18%10%11%10%5%10%13%10%

6206133161742014208382050-74%
52%25%20%4%94%12%24%8%18%11%25%21%24%29%17%24%25%

dfdfdf

2311810-13239131831263198143175-100%
18%38%64%41%-%54%35%54%34%45%38%38%38%31%42%43%38%

beg

128129233256417393981678129193481Answered
50.9453.7874.9343.7957.7766.7650.5165.6348.6656.8353.7852.6953.8048.8557.8055.7653.78Mean

bceg

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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Franked/metered mail 1st Class (WRITE IN:) (QV6d1  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All who send Franked/metered mail 1st Class

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*cb*acba*fedcbac*b*abaSignificance Level: 95%
1398183412688-130110129125129116113106130130Unweighted total

75716197748-816681748174*6618181Weighted total

11385207-221922192222-*2022220-24%
16%23%49%26%26%15%-%28%28%27%26%27%30%-%7%32%28%28%

-62487-878886-288825-49%
-%10%11%20%10%14%-%10%11%10%10%10%8%-%27%13%10%10%

314371811-201220182018*120202050-74%
41%24%19%38%24%23%-%25%18%25%24%25%25%100%26%33%25%25%

325333123-312831293127-214313175-100%
42%43%21%16%40%48%-%38%43%38%40%38%37%-%40%23%38%38%

ccb

75716197748-816681748174*6618181Answered
59.9358.2735.4843.0455.0562.29-53.7855.5253.8954.9753.8952.8850.0057.7243.1653.7853.78Mean

cb
Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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Franked/metered mail 1st Class (WRITE IN:) (QV6d1  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All who send Franked/metered mail 1st Class

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*aba*ba*babac*b*aSignificance Level: 95%
261198328101212841891041111130Unweighted total
17267145652792754694481Weighted total

1*193121-224182111220-24%
7%14%29%23%18%32%-%28%16%33%31%23%13%28%

b

2*71*6*8446*1825-49%
12%17%10%6%9%10%10%10%13%8%9%7%36%10%

11173314-2071319**2050-74%
8%38%25%23%59%21%-%25%25%24%28%7%9%25%

121247124229121922223175-100%
72%32%36%47%13%37%90%37%45%35%32%64%43%38%

17267145652792754694481Answered
79.1360.8651.9262.7353.3451.0176.5153.2663.0749.2350.1769.6555.9853.78Mean

a
Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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Franked/metered mail 1st Class (WRITE IN:) (QV6d1  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All who send Franked/metered mail 1st Class
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Satisfaction with
MonthMonthMonthother main provider

DecNovOctJunMayAprMarFebJanDissatisfiedSatisfiedTOTAL

*c*b*a*c*b*a*c*b*a*baSignificance Level: 95%
119231387182219131130Unweighted total

59101374131011*1781Weighted total

1126*2262*1220-24%
26%12%16%44%5%58%13%62%20%100%7%28%

*-23-*111-2825-49%
2%-%25%22%-%3%7%8%5%-%12%10%

*7332*32*-12050-74%
7%74%34%25%24%3%20%18%3%-%5%25%

312151818-133175-100%
66%14%24%8%71%37%61%13%72%-%76%38%

59101374131011*1781Answered
58.0055.3849.0229.9377.5244.1569.5930.4475.2120.0081.9053.78Mean

Columns Tested: a,b - a,b,c - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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Franked/metered mail 1st Class (WRITE IN:) (QV6d1  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All who send Franked/metered mail 1st Class
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GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
7422161610112101086116128Unweighted total
587345551146109372Weighted total

101**33---2-2*110-24%
17%8%7%8%50%71%-%-%-%29%-%20%7%15%

611***-*1-22*725-49%
10%9%18%11%4%3%-%2%15%-%23%18%14%10%

161-***2521*221750-74%
27%19%-%8%9%7%50%46%40%25%3%22%72%24%

2742321262384*3775-100%
47%64%76%73%37%19%50%52%45%47%74%40%7%51%

587345551146109372Answered
62.9771.9571.6678.7045.1735.3672.6769.6368.3966.9477.0857.9048.1565.05Mean

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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Franked/metered mail 2nd Class (WRITE IN:) (QV6d1  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All who send Franked/metered mail 2nd Class
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UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

bae*d*cbag*f*e*d*c*b*aSignificance Level: 95%
6662782318375058122291222128Unweighted total
30421343659338153*11172Weighted total

552*1*9322*-3-110-24%
18%13%14%11%35%5%15%8%32%13%5%-%31%-%15%

25211*51**1*3-725-49%
7%12%16%20%23%8%9%4%6%2%20%100%25%-%10%

98411114823*-4*1750-74%
30%20%28%33%21%27%23%24%33%18%11%-%34%29%24%

1323621331212102-1*3775-100%
45%55%43%36%21%60%53%64%28%66%64%-%10%71%51%

30421343659338153*11172Answered
62.9366.5762.8161.3543.8973.5565.5375.4147.5071.8473.9830.0038.5484.2465.05Mean

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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Franked/metered mail 2nd Class (WRITE IN:) (QV6d1  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All who send Franked/metered mail 2nd Class
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Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*ed*c*b*acb*aba*d*c*b*aSignificance Level: 95%
-262538246983432834513141115128Unweighted total
-81124115123436234372671872Weighted total

-*223*365*651*-7110-24%
-%6%17%8%26%3%28%17%13%6%17%13%26%6%-%36%15%

-1*1*-534-341**1725-49%
-%11%3%5%2%-%38%10%11%-%10%10%35%7%1%5%10%

-1391-4792711*2141750-74%
-%11%25%37%5%-%34%19%25%94%19%29%8%30%18%22%24%

-661285-1918-191813673775-100%
-%71%55%50%67%97%-%54%51%-%54%48%30%57%81%37%51%

-81124115123436234372671872Answered
-76.4070.5369.5764.9688.1533.1465.5665.4147.5565.5664.5850.3673.6079.2055.2965.05Mean

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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Franked/metered mail 2nd Class (WRITE IN:) (QV6d1  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All who send Franked/metered mail 2nd Class
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Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cba*ba*ba*e*d*c*baSignificance Level: 95%
-4286131155123549952128Unweighted total
-175576546812122872Weighted total

-56292912*-4110-24%
-%30%10%30%13%41%13%86%73%12%-%16%15%

a

-34*7-7-1**5725-49%
-%17%8%2%11%-%11%-%27%24%10%18%10%

-413116215--1*31750-74%
-%23%24%20%25%56%22%-%-%37%10%11%24%

-532333*37*-*1153775-100%
-%30%57%47%51%2%54%14%-%27%81%54%51%

b

-175576546812122872Answered
-50.6869.5161.7165.4241.0766.6231.3623.4751.2184.2462.6665.05Mean

b
Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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Franked/metered mail 2nd Class (WRITE IN:) (QV6d1  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All who send Franked/metered mail 2nd Class
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Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*cbac*bagfedcbacbaSignificance Level: 95%
271283841236115307065128111127404147128Unweighted total
11721518*166211332572557224222772Weighted total

11153-3725411911235110-24%
7%15%30%19%-%22%12%17%14%16%15%16%15%9%15%20%15%

b

1733-36122767313725-49%
11%10%22%18%-%19%9%11%7%10%10%10%10%13%4%12%10%

41751-3173641713177461750-74%
35%24%33%7%-%17%28%24%18%15%24%24%24%31%20%22%24%

d

537210*731520153727371113123775-100%
47%51%15%56%100%42%51%48%60%60%51%49%51%47%62%46%51%

a

11721518*166211332572557224222772Answered
67.7265.0542.1061.8488.7057.2866.2463.5070.5467.9165.0562.7665.1065.7671.2359.4565.05Mean

a
Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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Franked/metered mail 2nd Class (WRITE IN:) (QV6d1  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All who send Franked/metered mail 2nd Class
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Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*cb*acba*fedcbac*b*abaSignificance Level: 95%
1691203412588-128110127122127113113128105128Unweighted total

74915206839-725772657264*6725872Weighted total

3431119-1191111119-*1111110-24%
42%9%21%6%16%24%-%15%16%15%17%15%14%-%2%15%18%15%

c

*6*173-777774-377725-49%
3%13%3%4%11%7%-%10%12%10%11%10%6%-%55%10%12%10%

*13451610-171017151715*217171750-74%
4%26%27%25%23%26%-%24%17%24%23%24%24%100%36%24%30%24%

4258133416-373236323636-*37233775-100%
51%52%49%64%50%43%-%51%55%51%49%51%56%-%8%51%40%51%

a

74915206839-725772657264*6725872Answered
60.9566.2463.7373.3164.6658.83-65.0565.9864.9863.4764.9868.3250.0041.1665.0556.9465.05Mean

aa
Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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Franked/metered mail 2nd Class (WRITE IN:) (QV6d1  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All who send Franked/metered mail 2nd Class
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Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*aba*ba*babac*b*aSignificance Level: 95%
2299830710121263989104913128Unweighted total

926482612702052642472Weighted total

3*83*729477*2110-24%
37%10%13%32%9%12%90%13%19%13%11%11%40%15%

b

1161*5*7167**725-49%
8%36%10%9%11%8%10%10%5%12%10%14%8%10%

31171*15-1741416*11750-74%
35%31%26%9%9%24%-%25%18%26%24%14%33%24%

2*334134-37112535113775-100%
20%23%51%50%71%56%-%52%57%49%54%61%20%51%

926482612702052642472Answered
44.7253.8066.3854.7573.6068.3022.4966.1764.6765.2067.5863.3748.0865.05Mean

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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Franked/metered mail 2nd Class (WRITE IN:) (QV6d1  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All who send Franked/metered mail 2nd Class
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Satisfaction with
MonthMonthMonthother main provider

DecNovOctJunMayAprMarFebJanDissatisfiedSatisfiedTOTAL

*c*b*a*c*b*a*c*b*a*b*aSignificance Level: 95%
1212231387162314124128Unweighted total

510128849134*872Weighted total

1-2-3131*-3110-24%
10%-%15%-%38%34%39%6%3%-%40%15%

31*1-*1*1-1725-49%
52%15%4%7%-%3%9%1%19%-%17%10%

*55*2-221-21750-74%
4%53%43%5%21%-%21%19%14%-%24%24%

234732393*23775-100%
34%32%38%88%41%63%31%73%64%100%19%51%

510128849134*872Answered
49.2560.9864.3582.5356.6558.5348.4479.6574.5680.0042.0565.05Mean

Columns Tested: a,b - a,b,c - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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Franked/metered mail 2nd Class (WRITE IN:) (QV6d1  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All who send Franked/metered mail 2nd Class
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GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
82331--5-11--16Unweighted total

171111--12-12--19Weighted total

11**11--10-----120-24%
65%18%43%83%100%-%-%80%-%-%-%-%-%63%

-**----------125-49%
-%82%10%-%-%-%-%-%-%-%-%-%-%3%

1--------1---150-74%
7%-%-%-%-%-%-%-%-%100%-%-%-%6%

5-**---2--2--575-100%
28%-%47%17%-%-%-%20%-%-%100%-%-%28%

171111--12-12--19Answered
40.8036.4059.6419.2617.00--30.63-50.00100.00--40.94Mean

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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PPI - PPI 1st Class (WRITE IN:) (QV6d1  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All who send PPI 1st Class
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UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
884--4125162-1116Unweighted total
911*--*1941103-1*19Weighted total

75*--*123-7--1*120-24%
79%49%50%-%-%50%63%85%-%72%-%-%100%100%63%

1-*--***-*----125-49%
6%-%23%-%-%23%2%3%-%4%-%-%-%-%3%

1-----1-1-----150-74%
14%-%-%-%-%-%7%-%100%-%-%-%-%-%6%

-5*--*5*-23---575-100%
-%51%27%-%-%27%28%12%-%24%100%-%-%-%28%

911*--*1941103-1*19Answered
22.9955.4539.49--39.4940.9721.0950.0036.4999.78-17.0020.0040.94Mean

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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PPI - PPI 1st Class (WRITE IN:) (QV6d1  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All who send PPI 1st Class
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Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
22113151042106-12216Unweighted total
31**6*71243127-*2519Weighted total

2-**1*59*394-*22120-24%
84%-%100%100%21%100%80%71%10%100%71%49%-%100%100%50%63%

**-----1--1-----125-49%
16%17%-%-%-%-%-%4%-%-%4%-%-%-%-%-%3%

------1-1--1----150-74%
-%-%-%-%-%-%18%-%30%-%-%17%-%-%-%-%6%

-*--5-*33-33---2575-100%
-%83%-%-%79%-%2%24%60%-%24%34%-%-%-%50%28%

31**6*71243127-*2519Answered
18.8889.9320.005.0082.97-22.6936.6875.1811.3936.6847.89--13.8860.3040.94Mean

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
Table 39  (continuation)                                                                                                                                                                        Page 490

PPI - PPI 1st Class (WRITE IN:) (QV6d1  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All who send PPI 1st Class

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
-79313-165--2316Unweighted total
-118416-196--1319Weighted total

-8448-125--12120-24%
-%75%46%100%54%-%63%84%-%-%93%96%63%

--1-1-1*--*-125-49%
-%-%7%-%3%-%3%8%-%-%7%-%3%

--1-1-1-----150-74%
-%-%16%-%8%-%6%-%-%-%-%-%6%

-33-5-5*---*575-100%
-%25%32%-%35%-%28%8%-%-%-%4%28%

-118416-196--1319Answered
-36.8746.7118.9946.15-40.9423.99--18.6417.7640.94Mean

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
Table 39  (continuation)                                                                                                                                                                        Page 491

PPI - PPI 1st Class (WRITE IN:) (QV6d1  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All who send PPI 1st Class

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
61691-998910149138-816Unweighted total
7197*-101078101461412-719Weighted total

6125*-846797478-4120-24%
87%63%67%100%-%88%43%84%93%88%51%64%50%72%-%49%63%

*11--1*1*1111*-*125-49%
6%3%8%-%-%6%1%7%1%5%4%8%4%4%-%1%3%

-11-------111--1150-74%
-%6%18%-%-%-%-%-%-%-%9%19%9%-%-%16%6%

*5*--151*15153-3575-100%
7%28%7%-%-%6%56%8%6%6%37%9%37%24%-%33%28%

7197*-101078101461412-719Answered
21.0640.9427.27--21.8362.3724.0818.5621.5949.3832.0749.5736.99-47.1040.94Mean

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
Table 39  (continuation)                                                                                                                                                                        Page 492

PPI - PPI 1st Class (WRITE IN:) (QV6d1  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All who send PPI 1st Class

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
18741610-16131614161312121616Unweighted total
*1273199-191419141916*2111919Weighted total

-752125-1271271210-2912120-24%
-%58%71%50%63%50%-%63%49%63%50%63%59%-%100%83%63%63%

*-**11-11111**-11125-49%
100%-%6%13%3%6%-%3%4%3%4%3%1%100%-%5%3%3%

--1111-111111--11150-74%
-%-%17%37%6%13%-%6%9%6%9%6%8%-%-%11%6%6%

-5*-53-555555--*5575-100%
-%42%6%-%28%31%-%28%38%28%38%28%33%-%-%1%28%28%

*1273199-191419141916*2111919Answered
40.0050.5925.6430.6440.9445.86-40.9449.4540.9450.3040.9444.8340.0015.1920.7240.9440.94Mean

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
Table 39  (continuation)                                                                                                                                                                        Page 493

PPI - PPI 1st Class (WRITE IN:) (QV6d1  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All who send PPI 1st Class

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
31124-14-1610693416Unweighted total
5*172-16-19137112619Weighted total

2*12*-10-12846-6120-24%
45%100%68%20%-%59%-%63%63%62%55%-%100%63%

---1-*-1****-125-49%
-%-%-%24%-%1%-%3%3%1%1%20%-%3%

---1-1-11--1-150-74%
-%-%-%56%-%8%-%6%10%-%-%58%-%6%

3-5--5-5325*-575-100%
55%-%32%-%-%33%-%28%24%36%44%22%-%28%

5*172-16-19137112619Answered
59.3720.0041.2238.72-44.69-40.9438.7445.1250.3358.9917.4440.94Mean

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
Table 39  (continuation)                                                                                                                                                                        Page 494

PPI - PPI 1st Class (WRITE IN:) (QV6d1  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All who send PPI 1st Class

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthMonthother main provider

DecNovOctJunAprMarFebJanDissatisfiedSatisfiedTOTAL

*c*b*a*b*a*c*b*a*b*aSignificance Level: 95%
13431211-416Unweighted total
1543*5**-519Weighted total

1523*----2120-24%
100%100%60%97%100%-%-%-%-%46%63%

--**------125-49%
-%-%10%3%-%-%-%-%-%-%3%

--1-------150-74%
-%-%30%-%-%-%-%-%-%-%6%

-----5**-3575-100%
-%-%-%-%-%100%100%100%-%54%28%

1543*5**-519Answered
17.0011.8730.5512.2420.00100.00100.0095.00-58.6740.94Mean

Columns Tested: a,b - a,b,c - a,b - a,b,c

Ofcom; Business Postal Tracker
Table 39  (continuation)                                                                                                                                                                        Page 495

PPI - PPI 1st Class (WRITE IN:) (QV6d1  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All who send PPI 1st Class

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
103242--31211-19Unweighted total
161112--71122-18Weighted total

2*-*1---1----30-24%
15%45%-%28%50%-%-%-%100%-%-%-%-%17%

--------------25-49%
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1*1*-----1---250-74%
8%45%100%14%-%-%-%-%-%88%-%-%-%13%

12*-*1--7-*22-1375-100%
77%10%-%57%50%-%-%100%-%12%100%100%-%71%

161112--71122-18Answered
76.9337.2056.7263.6357.50--85.0020.0054.96100.00100.00-73.73Mean

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
Table 40                                                                                                                                                                                        Page 496

PPI - PPI 2nd Class (WRITE IN:) (QV6d1  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All who send PPI 2nd Class

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
1276114133174-1219Unweighted total
1351***181185-1218Weighted total

3**--*3*--1-1-30-24%
22%4%31%-%-%53%16%17%-%-%12%-%100%-%17%

---------------25-49%
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2***-*2*11---*250-74%
17%2%30%100%-%23%12%15%100%7%-%-%-%26%13%

85*-**13*-74--11375-100%
61%94%39%-%100%23%72%68%-%93%88%-%-%74%71%

1351***181185-1218Answered
67.1190.0952.3860.0090.0034.1274.5673.7450.0083.3388.66-15.0088.5873.73Mean

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
Table 40  (continuation)                                                                                                                                                                        Page 497

PPI - PPI 2nd Class (WRITE IN:) (QV6d1  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All who send PPI 2nd Class

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
22122181054109112119Unweighted total
3**12*1093699**2218Weighted total

----2*112-12-*1-30-24%
-%-%-%-%100%100%6%14%52%-%14%20%-%100%74%-%17%

-----------------25-49%
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

**-*--211*12----250-74%
16%35%-%20%-%-%17%7%36%8%7%18%-%-%-%-%13%

2***--87*576*-*21375-100%
84%65%100%80%-%-%77%79%13%92%79%62%100%-%26%100%71%

3**12*1093699**2218Answered
81.1279.4480.0087.9717.50-81.6973.0837.8296.6473.0874.4090.00-35.7780.0073.73Mean

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
Table 40  (continuation)                                                                                                                                                                        Page 498

PPI - PPI 2nd Class (WRITE IN:) (QV6d1  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All who send PPI 2nd Class

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
-8114151185--4419Unweighted total
-1175141175--3418Weighted total

-2112-3---1130-24%
-%22%9%25%14%-%18%-%-%-%45%38%17%

-------------25-49%
-%-%-%-%-%-%-%-%-%-%-%-%-%

--2-2-21--*-250-74%
-%-%31%-%17%-%13%10%-%-%3%-%13%

-94491125--121375-100%
-%78%60%75%69%100%68%90%-%-%51%62%71%

-1175141175--3418Answered
-71.6276.8968.7175.56100.0071.8482.38--59.6659.2373.73Mean

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
Table 40  (continuation)                                                                                                                                                                        Page 499

PPI - PPI 2nd Class (WRITE IN:) (QV6d1  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All who send PPI 2nd Class

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
719111-1213111113171216711119Unweighted total
7188*-12129812149149*918Weighted total

233*-333333331-230-24%
24%17%33%100%-%22%27%27%34%23%23%29%23%14%-%20%17%

-----------------25-49%
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*22--1*111222**2250-74%
6%13%29%-%-%5%2%7%8%5%17%26%17%5%100%19%13%

5133--986498487-61375-100%
70%71%38%-%-%73%71%66%57%72%60%44%60%81%-%61%71%

7188*-12129812149149*918Answered
68.0973.7355.62--70.3772.7966.7262.3369.7469.8658.9069.7974.2460.0073.3973.73Mean

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
Table 40  (continuation)                                                                                                                                                                        Page 500

PPI - PPI 2nd Class (WRITE IN:) (QV6d1  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All who send PPI 2nd Class

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
11085199-19151917191414191519Unweighted total
*1084185-181218141815*3181318Weighted total

-3-133-333333--3330-24%
-%31%-%35%17%51%-%17%27%17%22%17%20%-%-%17%21%17%

------------------25-49%
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*12222-222222**22250-74%
100%5%20%48%13%35%-%13%16%13%16%13%12%100%4%13%18%13%

-671131-1371391310-31381375-100%
-%63%80%17%71%14%-%71%57%71%62%71%68%-%96%71%61%71%

*1084185-181218141815*3181318Answered
60.0066.4082.7146.4773.7339.89-73.7367.1473.7369.7273.7372.2560.0084.1573.7365.2973.73Mean

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
Table 40  (continuation)                                                                                                                                                                        Page 501

PPI - PPI 2nd Class (WRITE IN:) (QV6d1  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All who send PPI 2nd Class

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
12136-17217910123419Unweighted total
2*154-16414109112618Weighted total

--3--3-3*32-130-24%
-%-%21%-%-%20%-%22%2%34%18%-%20%17%

--------------25-49%
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--12-2-22112-250-74%
-%-%4%49%-%12%-%16%17%7%6%91%-%13%

2*112-1149858*51375-100%
100%100%75%51%-%68%100%62%81%58%76%9%80%71%

2*154-16414109112618Answered
90.0086.4873.1975.93-72.41100.0066.4581.3564.8779.7156.1568.6673.73Mean

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
Table 40  (continuation)                                                                                                                                                                        Page 502

PPI - PPI 2nd Class (WRITE IN:) (QV6d1  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All who send PPI 2nd Class

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthMonthother main provider

DecNovOctJunAprFebJanDissatisfiedSatisfiedTOTAL

*c*b*a*b*a*b*a*b*aSignificance Level: 95%
2463121-219Unweighted total
2862***-218Weighted total

1-2---*--30-24%
50%-%31%-%-%-%100%-%-%17%

----------25-49%
-%-%-%-%-%-%-%-%-%-%

--21-*---250-74%
-%-%29%24%-%38%-%-%-%13%

1822**--21375-100%
50%100%41%76%100%62%-%-%100%71%

2862***-218Answered
57.5091.8652.2689.4680.0078.505.00-89.6173.73Mean

Columns Tested: a,b - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
Table 40  (continuation)                                                                                                                                                                        Page 503

PPI - PPI 2nd Class (WRITE IN:) (QV6d1  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All who send PPI 2nd Class

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
552103134112666359776849527642901Unweighted total
757345041687612913465461058845883Weighted total

61530433558581101115341797036722Speed of delivery
81%86%87%84%85%76%85%83%81%88%75%79%79%82%

c

114598516122644251011136Reliability of service
15%15%18%18%8%21%10%20%6%8%24%11%25%15%

eeeeieidegidegi

Always have done /
haven't thought to

462112111224136350change
6%7%2%3%4%15%9%2%6%3%2%7%7%6%

cdfijkmfk

Better service for our
281224-5*1384333customers / clients

4%3%4%6%5%-%4%*%2%6%7%4%7%4%

ffffhfh

Image - not wanting to
be seen as using a cheap

28-1162751*32230service
4%-%1%3%9%2%6%4%2%1%3%2%4%3%

lklmll

Little cost difference
1611112-21153-19with second class stamps

2%2%3%2%2%2%-%2%2%3%5%4%-%2%

Higher importance /
12***1*521---212important

2%*%*%1%2%*%4%2%2%-%-%-%4%1%

k

11----22*2-22-11Convenience
1%-%-%-%-%2%2%*%4%-%2%2%-%1%

jkl

Looks more professional
/ looks better to
clients to send 1st

1----1-------1class
*%-%-%-%-%2%-%-%-%-%-%-%-%*%

m

---*---------*Next day delivery
-%-%-%1%-%-%-%-%-%-%-%-%-%*%

m

Cost - cheaper than the
--------------competition / courier
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

7------3--22-7Don't know
1%-%-%-%-%-%-%2%-%-%2%2%-%1%

4*1-2----1*--5No particular reason
1%1%2%-%4%-%-%-%-%3%*%-%-%1%

jmm
Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
OFC1885
Issue date: 18/01/16

Ofcom; Business Postal Tracker
Table 41                                                                                                                                                                                        Page 504

QV6e. Why does your organisation choose to send items by first class delivery?
Base: All those using 1st class services



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
552103134112666359776849527642901Unweighted total
757345041687612913465461058845883Weighted total

13112---71-22-16Other
2%3%2%5%-%-%-%5%2%-%2%2%-%2%

m
Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
Table 41  (continuation)                                                                                                                                                                        Page 505

QV6e. Why does your organisation choose to send items by first class delivery?
Base: All those using 1st class services

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

baedcbagfed*cbaSignificance Level: 95%
50639523145421446703745019875128584901Unweighted total
4614213887238453425720772108383883Weighted total

382340338520689275491686586672722Speed of delivery
83%81%88%98%80%86%82%80%87%81%90%79%79%87%82%

aabceg

64724*121325283413*1113136Reliability of service
14%17%10%2%20%10%16%15%14%17%19%4%14%16%15%

dd

Always have done /
haven't thought to

24261-*14921413112650change
5%6%4%-%3%5%6%6%6%6%1%12%2%7%6%

Better service for our
18152**23114*102-6133customers / clients

4%4%5%1%1%7%4%4%1%5%2%-%7%2%4%

Image - not wanting to
be seen as using a cheap

19111***291923--4-30service
4%3%2%3%3%2%3%6%4%2%-%-%5%-%3%

adead

Little cost difference
910*-**1811-41*2-19with second class stamps
2%2%1%-%3%1%2%3%-%2%1%4%3%-%2%

Higher importance /
102****126--1-2312important

2%*%1%1%1%1%1%2%-%-%2%-%2%3%1%

aee

47**-*112-32-2-11Convenience
1%2%1%2%-%1%1%1%-%1%2%-%2%-%1%

Looks more professional
/ looks better to
clients to send 1st

-1----11------1class
-%*%-%-%-%-%*%*%-%-%-%-%-%-%*%

*-----**------*Next day delivery
*%-%-%-%-%-%*%*%-%-%-%-%-%-%*%

Cost - cheaper than the
---------------competition / courier
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

34*--*62-2--2-7Don't know
1%1%*%-%-%1%1%1%-%1%-%-%2%-%1%

24*--*5*1***115No particular reason
*%1%1%-%-%2%1%*%3%*%*%4%1%1%1%

g

79*--*161113--2-16Other
2%2%1%-%-%2%2%3%2%1%-%-%2%-%2%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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QV6e. Why does your organisation choose to send items by first class delivery?
Base: All those using 1st class services
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Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*gfedcbacbaba*dcbaSignificance Level: 95%
2394674110170453234447220234667226760357901Unweighted total
316274210216352417746524117770645144433883Weighted total

-1424398512043414837719714857434030345722Speed of delivery
-%87%91%93%83%73%83%84%81%81%84%81%88%78%69%80%82%

babcb

-31317209115754615121*9874136Reliability of service
-%19%5%7%17%13%17%8%16%19%8%17%5%18%18%17%15%

dddeccb

Always have done /
haven't thought to

-*22-123572419743*242750change
-%1%6%4%-%7%7%4%5%8%4%6%9%4%9%6%6%

cccc

Better service for our
*1335913171411716-412033customers / clients

16%5%12%6%5%5%2%10%3%1%10%2%-%7%3%5%4%

aabaa

Image - not wanting to
be seen as using a cheap

-*24310129192921-**2330service
-%3%6%9%3%6%2%5%4%1%5%3%-%1%*%5%3%

aaaa

Little cost difference
--**1315289217*1-1519with second class stamps
-%-%1%*%1%2%3%1%2%4%1%2%12%1%-%3%2%

Higher importance /
--**157*76*12-2-412important
-%-%*%*%1%3%1%*%1%2%*%2%-%4%-%1%1%

ca

--*-4-744247-*2711Convenience
-%-%1%-%4%-%1%2%1%1%2%1%-%1%5%2%1%

b

Looks more professional
/ looks better to
clients to send 1st

------1--1-1---11class
-%-%-%-%-%-%*%-%-%1%-%*%-%-%-%*%*%

------*--*-*---**Next day delivery
-%-%-%-%-%-%*%-%-%*%-%*%-%-%-%*%*%

Cost - cheaper than the
-----------------competition / courier
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2----2242-42---27Don't know
84%-%-%-%-%1%*%2%1%-%2%*%-%-%-%*%1%

aba

----122*51*5-*-15No particular reason
-%-%-%-%1%1%*%*%1%*%*%1%-%*%-%*%1%

-1-2158376313-22516Other
-%6%-%6%1%3%1%2%2%2%2%2%-%5%6%1%2%

aacaa
Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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QV6e. Why does your organisation choose to send items by first class delivery?
Base: All those using 1st class services



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cbababa*e*dcbaSignificance Level: 95%
-203698928095784419203042393901Unweighted total
-203680977856681718182540390883Weighted total

-155567756474867411152334307722Speed of delivery
-%77%83%77%82%73%83%61%88%92%86%79%82%

b

-2710981287129*-2370136Reliability of service
-%13%16%8%16%10%16%2%-%8%7%18%15%

Always have done /
haven't thought to

-842545545-1*21750change
-%4%6%5%6%7%6%-%8%1%4%4%6%

Better service for our
-112333033043421333customers / clients
-%5%3%3%4%4%4%25%19%15%6%3%4%

a

Image - not wanting to
be seen as using a cheap

-624*30*3023*-1430service
-%3%4%*%4%*%4%10%16%1%-%3%3%

Little cost difference
-613415316--1-719with second class stamps
-%3%2%4%2%5%2%-%-%5%-%2%2%

Higher importance /
-210210-12----812important
-%1%1%2%1%-%2%-%-%-%-%2%1%

-29*11*11----511Convenience
-%1%1%*%1%*%1%-%-%-%-%1%1%

Looks more professional
/ looks better to
clients to send 1st

--1-1-1-----1class
-%-%*%-%*%-%*%-%-%-%-%-%*%

--*-*-*----**Next day delivery
-%-%*%-%*%-%*%-%-%-%-%*%*%

Cost - cheaper than the
-------------competition / courier
-%-%-%-%-%-%-%-%-%-%-%-%-%

-422525--*257Don't know
-%2%*%2%1%3%1%-%-%1%4%1%1%

a

-15*5*5----25No particular reason
-%*%1%*%1%*%1%-%-%-%-%*%1%

-7103143143-*-916Other
-%3%1%3%2%4%2%16%-%1%-%2%2%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c
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QV6e. Why does your organisation choose to send items by first class delivery?
Base: All those using 1st class services

Produced by OLR
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Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
1079013332477249633182316406886599868268154472901Unweighted total

778833272355249594184277403861545836241161470883Weighted total

637222651832204489152210316700437679210129375722Speed of delivery
82%82%81%78%39%82%82%83%76%79%81%80%81%87%80%80%82%

eeea

1013663373359324336613592130353168136Reliability of service
13%15%19%16%70%14%16%13%12%16%16%17%16%15%19%14%15%

Always have done /
haven't thought to

1501510-1137111320502550663950change
1%6%4%4%-%4%6%6%5%5%6%5%6%2%4%8%6%

cbc

Better service for our
833216*2119151627322632198633customers / clients

10%4%6%2%9%8%3%8%6%7%4%5%4%8%5%1%4%

bcacgacgaa

Image - not wanting to
be seen as using a cheap

4301610*822814153021309101030service
5%3%5%4%9%3%4%4%5%4%4%4%4%4%6%2%3%

a

Little cost difference
11955-41258819121928919with second class stamps
1%2%1%2%-%2%2%3%3%2%2%2%2%1%5%2%2%

ac

Higher importance /
*1238-*6-831241234512important
*%1%1%3%-%*%1%-%3%1%1%1%1%1%2%1%1%

abdfg

-1145-*3*13116111-1011Convenience
-%1%1%2%-%*%1%*%1%1%1%1%1%1%-%2%1%

a

Looks more professional
/ looks better to
clients to send 1st

-1--------1-1-1-1class
-%*%-%-%-%-%-%-%-%-%*%-%*%-%1%-%*%

a

-***----*-***--**Next day delivery
-%*%*%*%-%-%-%-%*%-%*%*%*%-%-%*%*%

Cost - cheaper than the
-----------------competition / courier
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2743-442477774-*7Don't know
3%1%1%1%-%2%1%1%1%2%1%1%1%2%-%*%1%

ba
Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Produced by OLR
OFC1885
Issue date: 18/01/16

Ofcom; Business Postal Tracker
Table 41  (continuation)                                                                                                                                                                        Page 509

QV6e. Why does your organisation choose to send items by first class delivery?
Base: All those using 1st class services



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
1079013332477249633182316406886599868268154472901Unweighted total

778833272355249594184277403861545836241161470883Weighted total

*51*-24*415552*35No particular reason
*%1%*%*%-%1%1%*%1%*%1%1%1%1%*%1%1%

11647-512310816111558316Other
1%2%1%3%-%2%2%2%4%2%2%2%2%2%5%1%2%

a
Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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QV6e. Why does your organisation choose to send items by first class delivery?
Base: All those using 1st class services

Produced by OLR
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Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbac*babaSignificance Level: 95%
8670610614087156928807168887928818181654554901901Unweighted total
8568511012384854148606858667538608031751502883883Weighted total

6657380100703455-7075587116197106561443430722722Speed of delivery
78%84%72%82%83%84%-%82%81%82%82%83%82%80%85%86%82%82%

a

1598202313291-1321081341251341218856136136Reliability of service
18%14%18%18%16%17%-%15%16%15%17%16%15%48%17%11%15%15%

b

Always have done /
haven't thought to

839374825-503550364845-3115050change
9%6%3%6%6%5%-%6%5%6%5%6%6%-%5%2%6%6%

b

Better service for our
2211043321-30273331323121183333customers / clients
3%3%9%3%4%4%-%3%4%4%4%4%4%11%1%4%4%4%

b

Image - not wanting to
be seen as using a cheap

414123261632622272426291*173030service
4%2%11%3%3%3%69%3%3%3%3%3%4%7%*%3%3%3%

b

Little cost difference
114451912-191219151914*251919with second class stamps
1%2%4%4%2%2%-%2%2%2%2%2%2%3%5%1%2%2%

Higher importance /
-1022126-1271261212--121212important
-%1%2%2%1%1%-%1%1%1%1%1%2%-%-%2%1%1%

*11-387-991191111--31111Convenience
*%2%-%2%1%1%-%1%1%1%1%1%1%-%-%1%1%1%

Looks more professional
/ looks better to
clients to send 1st

-1--1--1-1111---11class
-%*%-%-%*%-%-%*%-%*%*%*%*%-%-%-%*%*%

-*--*--*-****---**Next day delivery
-%*%-%-%*%-%-%*%-%*%*%*%*%-%-%-%*%*%

Cost - cheaper than the
------------------competition / courier
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-42272-747774-3577Don't know
-%1%2%1%1%*%-%1%1%1%1%1%1%-%5%1%1%1%

c

*5--431434445--155No particular reason
1%1%-%-%*%*%31%*%*%*%1%*%1%-%-%*%1%1%

313-21610-161416161616--131616Other
3%2%-%1%2%2%-%2%2%2%2%2%2%-%-%3%2%2%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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QV6e. Why does your organisation choose to send items by first class delivery?
Base: All those using 1st class services



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

bababababacbaSignificance Level: 95%
1153072617552720688333545477864862901Unweighted total
1132371816559678838003415427684466883Weighted total

842259312951556686542724516323850722Speed of delivery
74%96%83%78%88%82%82%82%80%83%82%88%75%82%

b

15111125610091274294122410136Reliability of service
13%5%15%15%10%15%11%16%12%17%16%8%15%15%

b

Always have done /
haven't thought to

5-474*50941262450--50change
4%-%6%2%*%7%11%5%8%5%6%-%-%6%

aaa

Better service for our
7318153241321816225633customers / clients
6%14%2%9%5%3%2%4%5%3%3%11%9%4%

bcc

Image - not wanting to
be seen as using a cheap

4217133251291218195630service
4%7%2%8%4%4%2%4%3%3%2%12%9%3%

bcc

Little cost difference
4*163-16-19127151219with second class stamps
3%2%2%2%-%2%-%2%3%1%2%3%4%2%

a

Higher importance /
2-93293105712--12important
2%-%1%2%4%1%3%1%2%1%2%-%-%1%

--741929479-111Convenience
-%-%1%2%2%1%2%1%1%1%1%-%2%1%

Looks more professional
/ looks better to
clients to send 1st

--1--1-1-11--1class
-%-%*%-%-%*%-%*%-%*%*%-%-%*%

--*--*-**-*--*Next day delivery
-%-%*%-%-%*%-%*%*%-%*%-%-%*%

Cost - cheaper than the
--------------competition / courier
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2-7--2-7242-47Don't know
2%-%1%-%-%*%-%1%1%1%*%-%6%1%

c

1-5--514245--5No particular reason
1%-%1%-%-%1%1%1%*%1%1%-%-%1%

7-98*921541211*316Other
6%-%1%5%*%1%2%2%1%2%1%*%5%2%

b
Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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QV6e. Why does your organisation choose to send items by first class delivery?
Base: All those using 1st class services



Satisfaction with
MonthMonthMonthother main provider

DecNovOctJunMayAprMarFebJanDissatisfiedSatisfiedTOTAL

cbacbacba*baSignificance Level: 95%
11177114168744591133882127901Unweighted total
11593921746942100124753116883Weighted total

96787914358328610249389722Speed of delivery
83%84%86%82%83%75%86%83%66%100%77%82%

aa

2116132991015815-14136Reliability of service
18%17%15%17%12%22%15%7%20%-%12%15%

b

Always have done /
haven't thought to

851714898-550change
7%5%1%4%2%9%8%8%10%-%4%6%

a

Better service for our
4*565-246-833customers / clients
4%*%6%3%7%-%2%4%8%-%7%4%

c

Image - not wanting to
be seen as using a cheap

341734-72-330service
2%4%1%4%5%9%-%6%2%-%3%3%

c

Little cost difference
23141--27-419with second class stamps
1%3%1%3%1%-%-%1%9%-%3%2%

bc

Higher importance /
2--62-2---212important
2%-%-%3%2%-%2%-%-%-%2%1%

24-2--21*--11Convenience
2%4%-%1%-%-%2%1%*%-%-%1%

a

Looks more professional
/ looks better to
clients to send 1st

--1--------1class
-%-%2%-%-%-%-%-%-%-%-%*%

--*--------*Next day delivery
-%-%*%-%-%-%-%-%-%-%-%*%

Cost - cheaper than the
------------competition / courier
-%-%-%-%-%-%-%-%-%-%-%-%

-2----23--27Don't know
-%3%-%-%-%-%2%2%-%-%2%1%

---2-1-2--15No particular reason
-%-%-%1%-%3%-%2%-%-%1%1%

-2521-1*5-416Other
-%2%6%1%2%-%1%*%7%-%4%2%

cbc

Columns Tested: a,b - a,b,c - a,b,c - a,b,c
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QV6e. Why does your organisation choose to send items by first class delivery?
Base: All those using 1st class services



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
460104105105504451675848356443774Unweighted total
62936373850501151165247747748739Weighted total

362202521263160652823534729428No urgency
58%56%69%55%52%62%52%56%54%50%72%61%59%58%

dgijlmd

310171517282758572031184427359Cost
49%48%40%46%55%54%50%49%39%66%24%58%55%49%

ccccccccejklmcekc

Value for money for our
18*1123531--1220clients

3%*%3%3%5%7%5%2%2%-%-%2%3%3%

ll

Very little difference
between 1st and 2nd

151-21233*-51*19class delivery times
2%4%-%6%2%3%2%2%*%-%7%2%*%3%

kkmk

Always have done /
haven't thought to

9*-21---1-23112change
1%*%-%6%2%-%-%-%2%-%3%4%3%2%

fklmk

Only if there are no
first class stamps

10*-*--231-22*11available
2%1%-%1%-%-%2%2%2%-%3%2%*%2%

7**1-*33*--2-9Reliability of service
1%1%1%1%-%*%2%2%*%-%-%2%-%1%

181214-5321*2223Other (PLEASE SPECIFY)
3%3%5%4%8%-%4%2%5%3%*%2%3%3%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

baedcbagfed*cbaSignificance Level: 95%
4613132094144124565310371695588187774Unweighted total
393346347720705285361765286388739Weighted total

22720120441340817625942563451428No urgency
58%58%60%56%52%65%58%62%69%54%48%73%54%58%58%

1991611634834312513863373148359Cost
51%46%47%45%60%42%49%44%35%49%63%85%50%54%49%

bfg

Value for money for our
164*--*20317*--720clients

4%1%1%-%-%1%3%1%4%4%1%-%-%8%3%

agbg

Very little difference
between 1st and 2nd

9101***188511-1419class delivery times
2%3%2%3%3%2%3%3%13%*%2%-%1%4%3%

bdege

Always have done /
haven't thought to

38*--*116-2*-1212change
1%2%1%-%-%1%2%2%-%1%1%-%2%2%2%

Only if there are no
first class stamps

57**-*115*5---*11available
1%2%1%3%-%1%2%2%1%3%-%-%-%*%2%

451*-181-6--2-9Reliability of service
1%1%2%2%-%3%1%*%-%3%-%-%3%-%1%

gg

12111**12210162*2*23Other (PLEASE SPECIFY)
3%3%3%3%2%3%3%3%3%3%5%5%4%*%3%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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QV6f. Why does your organisation choose to send items by second class delivery?
Base: All those using 2nd class services

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*gfedcbacbaba*dcbaSignificance Level: 95%
2375277111150341214390170214560215151293774Unweighted total
312285010013940214340119414359643138353739Weighted total

-919275688227862371058634221625209428No urgency
-%72%66%54%56%64%56%60%59%54%60%57%62%50%66%59%58%

*41021536520465200946529422018178359Cost
16%32%36%42%53%47%51%45%50%49%45%49%47%62%47%51%49%

efef

Value for money for our
-***-415299218--*1420clients
-%1%*%1%-%3%4%2%2%5%2%3%-%-%1%4%3%

c

Very little difference
between 1st and 2nd

--25*483106316-*21219class delivery times
-%-%7%9%*%3%2%2%3%3%2%3%-%1%4%3%3%

cac

Always have done /
haven't thought to

---3233*74*11-3*112change
-%-%-%6%2%2%1%*%2%2%*%2%-%9%1%*%2%

aa

Only if there are no
first class stamps

---*-47-56-11--2611available
-%-%-%*%-%3%2%-%1%3%-%2%-%-%6%2%2%

cba

---*315*72*9---49Reliability of service
-%-%-%1%3%*%1%*%2%1%*%1%-%-%-%1%1%

2*132768123815---523Other (PLEASE SPECIFY)
84%4%2%6%2%5%2%6%3%2%6%2%-%-%-%1%3%

aaaa
Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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QV6f. Why does your organisation choose to send items by second class delivery?
Base: All those using 2nd class services

Produced by OLR
OFC1885
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Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cbababa*e*dcbaSignificance Level: 95%
-180594806944772718153041318774Unweighted total
-174565866535068914112537303739Weighted total

-993305537337392681525174428No urgency
-%57%58%64%57%74%57%43%75%61%68%58%58%

a

-932664831124335681317142359Cost
-%53%47%56%48%49%49%44%77%51%46%47%49%

Value for money for our
-713318219-2--520clients
-%4%2%3%3%3%3%-%16%-%-%2%3%

Very little difference
between 1st and 2nd

-316-19-19---*1019class delivery times
-%2%3%-%3%-%3%-%-%-%1%3%3%

Always have done /
haven't thought to

--12-12-12----112change
-%-%2%-%2%-%2%-%-%-%-%*%2%

Only if there are no
first class stamps

-29-11-11----911available
-%1%2%-%2%-%2%-%-%-%-%3%2%

-363636*---69Reliability of service
-%2%1%3%1%5%1%1%-%-%-%2%1%

a

-6171221222*--823Other (PLEASE SPECIFY)
-%3%3%1%3%2%3%12%4%-%-%3%3%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c
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QV6f. Why does your organisation choose to send items by second class delivery?
Base: All those using 2nd class services

Produced by OLR
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Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
937742522104207565163289344765501752234139397774Unweighted total
677392351964188516160238313724431710210139383739Weighted total

4542815812031033108613818642526041512478223428No urgency
66%58%67%61%94%55%60%54%58%59%59%60%59%59%56%58%58%

b

2735910785*100261861091513492133469161202359Cost
40%49%46%43%6%53%51%54%46%48%48%49%49%43%44%53%49%

cc

Value for money for our
-2032-41023619719621220clients
-%3%1%1%-%2%2%1%1%2%3%2%3%3%2%3%3%

Very little difference
between 1st and 2nd

31938-2114841991996419class delivery times
5%3%1%4%-%1%2%2%3%1%3%2%3%4%4%1%3%

aaaa

Always have done /
haven't thought to

*12*1--1012-1231233612change
*%2%*%1%-%-%2%*%1%-%2%1%2%1%2%2%2%

ddd

Only if there are no
first class stamps

-1127-262361181125511available
-%2%1%4%-%1%1%1%1%2%2%2%2%1%3%1%2%

*913-443346261*59Reliability of service
1%1%*%1%-%2%1%2%1%1%1%1%1%1%*%1%1%

62343-7125136231322107523Other (PLEASE SPECIFY)
9%3%2%2%-%3%2%3%6%2%3%3%3%5%5%1%3%

abdgaa
Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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QV6f. Why does your organisation choose to send items by second class delivery?
Base: All those using 2nd class services

Produced by OLR
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Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbac*babaSignificance Level: 95%
796019012675146727586037646707586951059774554774Unweighted total
80556981077154314724564727618722670952739502739Weighted total

5331361704152681425335424363423389432428340428No urgency
67%56%62%66%58%62%34%59%59%58%59%59%58%51%63%58%68%58%

b

3128042513482082352280352298350321725359195359Cost
39%50%44%48%49%48%66%49%50%48%48%48%48%86%49%49%39%49%

a

Value for money for our
213512010-201620172020--20820clients
3%2%5%1%3%2%-%3%3%3%3%3%3%-%-%3%2%3%

Very little difference
between 1st and 2nd

415*31911-181119111919--19919class delivery times
4%3%*%3%3%3%-%2%2%3%2%3%3%-%-%3%2%3%

Always have done /
haven't thought to

110*1124-1251291212--12412change
2%2%*%1%2%1%-%2%1%2%1%2%2%-%-%2%1%2%

Only if there are no
first class stamps

272-118-111111111111--111111available
3%1%2%-%2%2%-%2%2%2%2%2%2%-%-%2%2%2%

-63397-979999-*929Reliability of service
-%1%3%3%1%2%-%1%1%1%1%1%1%-%*%1%*%1%

41453217-191422191920-2231923Other (PLEASE SPECIFY)
5%2%5%2%3%2%-%3%2%3%3%3%3%-%5%3%4%3%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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QV6f. Why does your organisation choose to send items by second class delivery?
Base: All those using 2nd class services

Produced by OLR
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Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

b*ababababacbaSignificance Level: 95%
1082562215243608547202914836654561774Unweighted total

942160413551559696702804596443656739Weighted total

50113498030313343941452843702431428No urgency
53%51%58%59%59%56%49%59%52%62%57%68%56%58%

b

5893005923281383211292303111630359Cost
61%41%50%44%44%50%55%48%46%50%48%45%54%49%

Value for money for our
22182-1261471318-*20clients
2%10%3%2%-%2%8%2%2%3%3%-%1%3%

a

Very little difference
between 1st and 2nd

--11861041651419-*19class delivery times
-%-%2%6%12%2%5%2%2%3%3%-%*%3%

ba

Always have done /
haven't thought to

--84-122105712--12change
-%-%1%3%-%2%3%1%2%2%2%-%-%2%

Only if there are no
first class stamps

2-75-6-11579-211available
3%-%1%4%-%1%-%2%2%1%1%-%4%2%

b

3-9--6-96381-9Reliability of service
3%-%1%-%-%1%-%1%2%1%1%2%-%1%

3-185-20320131018*423Other (PLEASE SPECIFY)
3%-%3%3%-%4%4%3%4%2%3%1%7%3%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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QV6f. Why does your organisation choose to send items by second class delivery?
Base: All those using 2nd class services
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Satisfaction with
MonthMonthMonthother main provider

DecNovOctJunMayAprMarFebJanDissatisfiedSatisfiedTOTAL

cbacbacba*baSignificance Level: 95%
906589155694179115712119774Unweighted total
897476148684286100553100739Weighted total

503443883933525731349428No urgency
56%46%57%59%57%78%60%57%57%100%49%58%

bc

364038823717364825*62359Cost
41%54%50%56%54%39%42%48%45%7%62%49%

Value for money for our
-3*724-*3-420clients
-%4%1%5%2%10%-%*%6%-%4%3%

bc

Very little difference
between 1st and 2nd

*2155-22---19class delivery times
*%3%2%3%8%-%3%2%-%-%-%3%

Always have done /
haven't thought to

215*--21---12change
2%1%7%*%-%-%2%1%-%-%-%2%

Only if there are no
first class stamps

--3*---52--11available
-%-%4%*%-%-%-%5%4%-%-%2%

cc

3*-3*--*2-39Reliability of service
3%1%-%2%1%-%-%*%4%-%3%1%

33342242--323Other (PLEASE SPECIFY)
3%4%3%3%3%4%5%2%-%-%3%3%

Columns Tested: a,b - a,b,c - a,b,c - a,b,c
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QV6f. Why does your organisation choose to send items by second class delivery?
Base: All those using 2nd class services
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GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
72713916415582768210689706399601185Unweighted total

102748605684921821888670132122721192Weighted total

Changed mail from higher
cost Royal Mail product
to a lower cost Royal
Mail product (such as
1st class mail to 2nd

52422355134637660class mail)?
5%8%4%4%3%6%3%7%5%9%2%5%9%5%

Changed mail from a
lower cost Royal Mail
product to a higher cost
Royal Mail product (such
as 2nd class mail to 1st

1411-13-52--*116class mail)?
1%2%2%-%1%4%-%3%3%-%-%*%2%1%

jjj

1---1--------1Both?
*%-%-%-%2%-%-%-%-%-%-%-%-%*%

m

Switched from Royal Mail
to other mail service

17112137*-122-21providers
2%2%2%3%1%4%4%*%-%2%2%1%-%2%

Or has not changed mail
93742555277781671707961127114641086in the last 12 months?

91%87%93%92%92%85%92%90%92%87%96%93%89%91%

hl

Don't Know (DO NOT READ
61-*-22*-1-**7OUT)
1%2%-%*%-%2%1%*%-%2%-%*%*%1%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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QV7a. In the last 12 months, has your organisation:
Base: All Respondents using Royal Mail services
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UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

baedcbagfed*cbaSignificance Level: 95%
67850728650551818994815427891161121191185Unweighted total
62157147893011454595930688161021191192Weighted total

Changed mail from higher
cost Royal Mail product
to a lower cost Royal
Mail product (such as
1st class mail to 2nd

3030311257261213-7160class mail)?
5%5%6%6%8%6%5%6%1%7%3%-%7%1%5%

aaa

Changed mail from a
lower cost Royal Mail
product to a higher cost
Royal Mail product (such
as 2nd class mail to 1st

79*--*155143-*216class mail)?
1%1%1%-%-%1%1%1%2%1%3%-%*%1%1%

1**--*1--*1---1Both?
*%*%*%-%-%1%*%-%-%*%1%-%-%-%*%

g

Switched from Royal Mail
to other mail service

1481***2115-1**3221providers
2%1%1%2%3%1%2%3%-%*%*%3%3%1%2%

ee

Or has not changed mail
5635234278271044407562818016921151086in the last 12 months?

91%92%89%86%89%90%91%89%95%92%91%97%90%96%91%

bg

Don't Know (DO NOT READ
521*-*651-*-*-7OUT)
1%*%2%5%-%1%1%1%2%-%*%-%*%-%1%

ae
Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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QV7a. In the last 12 months, has your organisation:
Base: All Respondents using Royal Mail services
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Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*gfedcbacbaba*dcbaSignificance Level: 95%
24261931462216032985863012988872981744751185Unweighted total
3163459142212709236619338236956559575781192Weighted total

Changed mail from higher
cost Royal Mail product
to a lower cost Royal
Mail product (such as
1st class mail to 2nd

2134763718271518421333360class mail)?
84%6%9%6%5%3%5%8%4%4%8%4%11%5%6%6%5%

bba

Changed mail from a
lower cost Royal Mail
product to a higher cost
Royal Mail product (such
as 2nd class mail to 1st

*---2492113214--*1116class mail)?
16%-%-%-%2%2%1%1%2%1%1%1%-%-%1%2%1%

--*--1-*1-*1----1Both?
-%-%1%-%-%1%-%*%*%-%*%*%-%-%-%-%*%

a

Switched from Royal Mail
to other mail service

-**-24138122814***821providers
-%3%*%-%1%2%2%3%2%1%3%1%2%*%1%1%2%

aa

Or has not changed mail
-153155129196648204564318204882456535241086in the last 12 months?
-%91%90%94%91%93%91%87%91%94%87%92%84%95%93%91%91%

ccb

Don't Know (DO NOT READ
----21234*34*--27OUT)
-%-%-%-%1%*%*%1%1%*%1%*%4%-%-%*%1%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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QV7a. In the last 12 months, has your organisation:
Base: All Respondents using Royal Mail services
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Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cbababa*e*dcbaSignificance Level: 95%
-2749111281057841101282540614901185Unweighted total
-28690614610461001092242438624901192Weighted total

Changed mail from higher
cost Royal Mail product
to a lower cost Royal
Mail product (such as
1st class mail to 2nd

-2040951753*4533160class mail)?
-%7%4%6%5%7%5%1%15%13%5%6%5%

Changed mail from a
lower cost Royal Mail
product to a higher cost
Royal Mail product (such
as 2nd class mail to 1st

-411*15*152---516class mail)?
-%1%1%*%1%*%1%8%-%-%-%1%1%

--1-1-1--*-11Both?
-%-%*%-%*%-%*%-%-%1%-%*%*%

Switched from Royal Mail
to other mail service

-11119138142--6821providers
-%4%1%6%1%8%1%8%-%-%10%2%2%

aaaac

Or has not changed mail
-247840123963821004201832524411086in the last 12 months?
-%86%93%85%92%82%92%84%76%86%85%90%91%

bbb

Don't Know (DO NOT READ
-434334-2--47OUT)
-%2%*%3%*%3%*%-%10%-%-%1%1%

aaa
Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c
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QV7a. In the last 12 months, has your organisation:
Base: All Respondents using Royal Mail services

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
12911254132989335811255396515112172610933392036341185Unweighted total
10011254142866343785263360518111066510763242166381192Weighted total

Changed mail from higher
cost Royal Mail product
to a lower cost Royal
Mail product (such as
1st class mail to 2nd

65923151285225214058365613163260class mail)?
6%5%5%5%11%8%7%9%6%8%5%5%5%4%7%5%5%

abc

Changed mail from a
lower cost Royal Mail
product to a higher cost
Royal Mail product (such
as 2nd class mail to 1st

21635-21126416121676316class mail)?
2%1%1%2%-%1%1%1%2%1%1%2%1%2%3%*%1%

aa

-11--11*-*111--11Both?
-%*%*%-%-%*%*%*%-%*%*%*%*%-%-%*%*%

Switched from Royal Mail
to other mail service

12097-913101214191317741021providers
1%2%2%2%-%3%2%4%3%3%2%2%2%2%2%2%2%

acgac

Or has not changed mail
901026377258529770822432045610146009832951895891086in the last 12 months?
91%91%91%90%89%87%90%85%89%88%91%90%91%91%87%92%91%

fdffdfb

Don't Know (DO NOT READ
-311-512253332237OUT)
-%*%*%*%-%2%*%1%1%1%*%*%*%1%1%1%1%

gg
Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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QV7a. In the last 12 months, has your organisation:
Base: All Respondents using Royal Mail services
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Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbac*babaSignificance Level: 95%
115922144178114071341155933116110051151108316667749011185Unweighted total
11790716216411417016116292611669791157109317627398831192Weighted total

Changed mail from higher
cost Royal Mail product
to a lower cost Royal
Mail product (such as
1st class mail to 2nd

7467146037-5748605260--60504960class mail)?
6%5%5%9%5%5%-%5%5%5%5%5%-%-%98%7%6%5%

c

Changed mail from a
lower cost Royal Mail
product to a higher cost
Royal Mail product (such
as 2nd class mail to 1st

48221610-1612161516-16-71616class mail)?
3%1%1%1%1%1%-%1%1%1%2%1%-%91%-%1%2%1%

b

-1--1*-1*111-11111Both?
-%*%-%-%*%*%-%*%*%*%*%*%-%9%2%*%*%*%

c

Switched from Royal Mail
to other mail service

7682189-2116202020---101321providers
6%1%5%1%2%1%-%2%2%2%2%2%-%-%-%1%2%2%

bb

Or has not changed mail
99841143145103963961060843106288410541086--6698011086in the last 12 months?
84%93%89%89%91%91%100%91%91%91%90%91%99%-%-%90%91%91%

ca

Don't Know (DO NOT READ
*52*76-777777--227OUT)
*%1%1%*%1%1%-%1%1%1%1%1%1%-%-%*%*%1%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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QV7a. In the last 12 months, has your organisation:
Base: All Respondents using Royal Mail services
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Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

bababababacbaSignificance Level: 95%
1614096222359960941091475710102166931185Unweighted total
161349742186893811110804687241022641011192Weighted total

Changed mail from higher
cost Royal Mail product
to a lower cost Royal
Mail product (such as
1st class mail to 2nd

6549112446541644465860class mail)?
4%14%5%5%3%5%6%5%3%6%5%8%8%5%

bb

Changed mail from a
lower cost Royal Mail
product to a higher cost
Royal Mail product (such
as 2nd class mail to 1st

3-115-13313511142-16class mail)?
2%-%1%2%-%1%3%1%1%1%1%3%-%1%

---1---1-1*1-1Both?
-%-%-%1%-%-%-%*%-%*%*%2%-%*%

bc

Switched from Royal Mail
to other mail service

53147110-21616136321providers
3%9%1%3%2%1%-%2%1%2%1%9%3%2%

c

Or has not changed mail
145278931936586610298443764994548881086in the last 12 months?

90%77%92%89%95%92%92%91%94%90%93%75%87%91%

aaab

Don't Know (DO NOT READ
2-7*-7-7343227OUT)
1%-%1%*%-%1%-%1%1%*%*%3%2%1%

cc
Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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QV7a. In the last 12 months, has your organisation:
Base: All Respondents using Royal Mail services
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Satisfaction with
MonthMonthMonthother main provider

DecNovOctJunMayAprMarFebJanDissatisfiedSatisfiedTOTAL

cbacbacba*baSignificance Level: 95%
139110142243955712216810941751185Unweighted total
143131118246975514016210061681192Weighted total

Changed mail from higher
cost Royal Mail product
to a lower cost Royal
Mail product (such as
1st class mail to 2nd

9871412398-1160class mail)?
6%6%6%6%1%3%2%5%8%-%6%5%

c

Changed mail from a
lower cost Royal Mail
product to a higher cost
Royal Mail product (such
as 2nd class mail to 1st

4-*12332--216class mail)?
3%-%*%*%2%5%2%1%-%-%1%1%

c

-*-----1---1Both?
-%*%-%-%-%-%-%1%-%-%-%*%

Switched from Royal Mail
to other mail service

1934**3-*-621providers
*%7%2%2%*%1%2%-%*%-%4%2%

cb

Or has not changed mail
12711310822693501321479161471086in the last 12 months?

89%86%91%92%96%91%94%91%91%100%88%91%

Don't Know (DO NOT READ
2*-1*--3*-27OUT)
2%*%-%*%*%-%-%2%*%-%1%1%

Columns Tested: a,b - a,b,c - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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QV7a. In the last 12 months, has your organisation:
Base: All Respondents using Royal Mail services

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
51129648297627678Unweighted total
66532495187637876Weighted total

4142223555535649Price increases
62%88%57%78%63%40%100%31%78%81%100%76%81%64%

Better quality of
9***12-51----10service

14%2%14%19%32%19%-%29%19%-%-%-%-%13%

Due to internal cost
8-**123--2---9cutting

12%-%14%4%31%19%50%-%-%39%-%-%-%11%

6*---2-2*--1-6Cost implications
9%9%-%-%-%19%-%13%4%-%-%22%-%8%

First class is not much
4-**1--2----*5quicker than second
6%-%14%18%31%-%-%14%-%-%-%-%2%6%

Became more aware of
2*-----2-----3alternatives
4%10%-%-%-%-%-%13%-%-%-%-%-%4%

Changes in the type of
2----2-------2mail sent
3%-%-%-%-%19%-%-%-%-%-%-%-%2%

Depends on what stamp is
available / available in

--------------shop
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2-****---*-*13Other
3%-%14%19%6%2%-%-%-%3%-%2%19%4%

--------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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QV7b. And why is this?
Base: All respondents who have changed Royal Mail services

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

ba*e*d*c*ba*g*f*e*d*c*b*aSignificance Level: 95%
423620341358293227-10478Unweighted total
3738311272322256-8376Weighted total

25242**247212163-5149Price increases
66%63%63%36%48%76%64%67%100%65%45%-%60%38%64%

Better quality of
28*--*105-23-*-10service
6%21%3%-%-%5%14%15%-%9%47%-%6%-%13%

b

Due to internal cost
63***-84-3*-1-9cutting

16%7%9%21%28%-%11%13%-%11%8%-%16%-%11%

42*--*62-4----6Cost implications
11%6%7%-%-%11%8%6%-%16%-%-%-%-%8%

First class is not much
4**--*44----*-5quicker than second

12%*%6%-%-%9%6%13%-%-%-%-%6%-%6%

a

Became more aware of
*2----3*----2-3alternatives
1%6%-%-%-%-%4%1%-%-%-%-%31%-%4%

Changes in the type of
2-----2------22mail sent
4%-%-%-%-%-%2%-%-%-%-%-%-%62%2%

Depends on what stamp is
available / available in

---------------shop
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

211***21-2--*-3Other
5%3%22%43%48%8%3%3%-%7%-%-%3%-%4%

---------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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QV7b. And why is this?
Base: All respondents who have changed Royal Mail services

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*ba*cb*a*ba*d*c*baSignificance Level: 95%
246810123629341529493463578Unweighted total
313410104520381820551344476Weighted total

*13367291125121137*242949Price increases
16%81%90%86%56%69%64%55%66%70%55%68%31%51%100%66%64%

Better quality of
-**-234181110---910service
-%46%3%-%24%30%10%3%22%7%3%17%-%-%-%20%13%

Due to internal cost
-*1*3-443144--149cutting
-%19%41%3%27%-%10%21%8%7%21%8%-%-%33%10%11%

2--*1*26*-6*-12-6Cost implications
84%-%-%6%15%4%4%28%1%-%28%1%-%49%55%-%8%

First class is not much
----*-4*14*4---45quicker than second
-%-%-%-%2%-%10%1%2%20%1%8%-%-%-%10%6%

Became more aware of
----*-2-3--3---*3alternatives
-%-%-%-%5%-%5%-%8%-%-%5%-%-%-%1%4%

Changes in the type of
------2--2-2----2mail sent
-%-%-%-%-%-%4%-%-%9%-%3%-%-%-%-%2%

Depends on what stamp is
available / available in

-----------------shop
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-**1-*231-311--23Other
-%17%7%17%-%2%4%12%2%-%12%1%100%-%-%4%4%

-----------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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QV7b. And why is this?
Base: All respondents who have changed Royal Mail services

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*ba*ba*ba*e*d*c*baSignificance Level: 95%
-2553126687044743278Unweighted total
-245196676924533676Weighted total

-1336445247*2412649Price increases
-%53%70%39%68%24%69%21%59%71%20%71%64%

Better quality of
-28110*10**--510service
-%9%16%6%15%6%14%5%13%-%-%13%13%

Due to internal cost
-454545*11-59cutting
-%16%9%43%7%55%7%5%35%29%-%13%11%

-42-6-6-2--46Cost implications
-%16%4%-%9%-%9%-%46%-%-%11%8%

First class is not much
-14*4*4----15quicker than second
-%3%8%5%6%6%6%-%-%-%-%2%6%

Became more aware of
-2*2*2*---2*3alternatives
-%10%1%26%1%33%1%-%-%-%74%1%4%

Changes in the type of
--2-2-2-----2mail sent
-%-%3%-%2%-%2%-%-%-%-%-%2%

Depends on what stamp is
available / available in

-------------shop
-%-%-%-%-%-%-%-%-%-%-%-%-%

-21-3-31*-113Other
-%8%2%-%5%-%5%70%6%-%26%2%4%

-------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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QV7b. And why is this?
Base: All respondents who have changed Royal Mail services

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*cba*c*bag*fedcba*c*baSignificance Level: 95%
147630172326328384675557222203678Unweighted total

87525191306327274473477120213476Weighted total

2481913119421817304731467142749Price increases
24%64%76%67%100%63%66%68%65%67%64%65%65%37%65%80%64%

Better quality of
11014-181331061055*10service
6%14%4%22%-%3%13%2%13%6%14%13%14%22%25%1%13%

Due to internal cost
1933-494279771629cutting

15%12%10%15%-%15%14%17%6%16%12%16%10%6%26%5%11%

2632-4423644442*6Cost implications
29%8%12%9%-%13%6%6%10%13%6%10%6%20%8%1%8%

First class is not much
*4**-*2**14*4*-45quicker than second
5%6%2%1%-%1%3%2%2%1%6%*%6%1%-%13%6%

Became more aware of
*3*--333*33*3*-23alternatives
6%4%2%-%-%9%5%11%2%6%4%1%4%2%-%7%4%

Changes in the type of
-2------2-2222--2mail sent
-%2%-%-%-%-%-%-%6%-%2%3%2%8%-%-%2%

g

Depends on what stamp is
available / available in

-----------------shop
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

233*-3331333321*3Other
28%4%12%1%-%10%4%10%4%7%4%7%4%10%3%1%4%

-----------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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QV7b. And why is this?
Base: All respondents who have changed Royal Mail services

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*cb*a*cba*fedcba*c*babaSignificance Level: 95%
75713187752-7764787177-1464656678Unweighted total

11539177547-7360766775-1660576576Weighted total

8355104828-4640494448-346413949Price increases
78%67%54%59%64%60%-%63%68%64%65%64%-%17%77%72%60%64%

Better quality of
232*107-107101010-10131010service

22%6%20%3%13%14%-%14%12%13%15%14%-%62%1%6%16%13%

Due to internal cost
-72396-66979--9479cutting
-%13%18%16%11%12%-%8%10%11%11%11%-%-%14%8%11%11%

-42-63-63666-*6466Cost implications
-%7%26%-%8%7%-%8%6%8%9%8%-%3%9%8%9%8%

First class is not much
-5-151-52525-*4445quicker than second
-%9%-%5%6%2%-%6%4%6%3%6%-%3%7%7%7%6%

Became more aware of
-3-333-33333--3323alternatives
-%5%-%17%4%6%-%4%5%4%4%4%-%-%5%5%4%4%

Changes in the type of
-2--22-22222-2-222mail sent
-%3%-%-%2%3%-%2%3%2%2%2%-%11%-%3%3%2%

Depends on what stamp is
available / available in

------------------shop
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-3*233-33333-21133Other
-%6%2%11%4%5%-%4%5%4%5%4%-%11%2%2%5%4%

------------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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QV7b. And why is this?
Base: All respondents who have changed Royal Mail services

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*ab*a*ba*ba*bac*b*aSignificance Level: 95%
107601845867221575910978Unweighted total

9560162569662155607876Weighted total

634182396421336404449Price increases
65%67%68%49%81%69%69%64%60%66%66%59%54%64%

Better quality of
2*73-10371910**10service

17%2%12%17%-%17%31%11%6%16%16%6%1%13%

Due to internal cost
1171-7-9355129cutting

13%26%12%9%-%13%-%13%15%10%8%20%30%11%

-233-1-6342-46Cost implications
-%34%5%19%-%1%-%9%12%7%4%-%48%8%

First class is not much
*-32-3-52231-5quicker than second
2%-%5%12%-%5%-%7%11%4%6%17%-%6%

Became more aware of
--2*-*-3-33--3alternatives
-%-%4%3%-%1%-%4%-%5%5%-%-%4%

Changes in the type of
--2--2-2-22--2mail sent
-%-%3%-%-%3%-%2%-%3%3%-%-%2%

Depends on what stamp is
available / available in

--------------shop
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2*1311-32112*3Other
17%8%1%16%39%1%-%5%11%1%1%29%2%4%

--------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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QV7b. And why is this?
Base: All respondents who have changed Royal Mail services

Produced by OLR
OFC1885
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Satisfaction with
MonthMonthMonthother main provider

DecNovOctJunMayAprMarFebJanDissatisfiedSatisfiedTOTAL

*c*b*a*c*b*a*c*b*a*b*aSignificance Level: 95%
971012637177-1578Unweighted total

138715345108-1276Weighted total

6361512285-949Price increases
41%36%85%97%34%37%44%81%69%-%74%64%

Better quality of
2---*331*-*10service

18%-%-%-%14%63%53%12%6%-%1%13%

Due to internal cost
1323---*--29cutting
9%33%23%19%-%-%-%1%-%-%20%11%

*4*2------26Cost implications
3%46%3%11%-%-%-%-%-%-%13%8%

First class is not much
**1-*---2-*5quicker than second
3%2%17%-%14%-%-%-%31%-%2%6%

Became more aware of
2------*---3alternatives

18%-%-%-%-%-%-%5%-%-%-%4%

Changes in the type of
----2------2mail sent
-%-%-%-%52%-%-%-%-%-%-%2%

Depends on what stamp is
available / available in

------------shop
-%-%-%-%-%-%-%-%-%-%-%-%

1-**--*1--23Other
11%-%6%1%-%-%3%8%-%-%15%4%

------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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QV7b. And why is this?
Base: All respondents who have changed Royal Mail services

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
2---2--------2Unweighted total
1---1--------1Weighted total

Better quality of
1---1--------1service

100%-%-%-%100%-%-%-%-%-%-%-%-%100%

--------------Price increases
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Changes in the type of
--------------mail sent
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Became more aware of
--------------alternatives
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Cost implications
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

First class is not much
--------------quicker than second
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Depends on what stamp is
available / available in

--------------shop
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Other
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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QV7ci. And why has your organisation 'changed mail from a lower cost Royal Mail product to a higher cost Royal Mail product (such as 2nd class mail to 1st class mail)'?
Base: All who have changed mail from a lower cost Royal Mail product to a higher cost Royal Mail product

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
111--11--11---2Unweighted total
1**--*1--*1---1Weighted total

Better quality of
1**--*1--*1---1service

100%100%100%-%-%100%100%-%-%100%100%-%-%-%100%

---------------Price increases
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Changes in the type of
---------------mail sent
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Became more aware of
---------------alternatives
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Cost implications
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

First class is not much
---------------quicker than second
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Depends on what stamp is
available / available in

---------------shop
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Other
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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QV7ci. And why has your organisation 'changed mail from a lower cost Royal Mail product to a higher cost Royal Mail product (such as 2nd class mail to 1st class mail)'?
Base: All who have changed mail from a lower cost Royal Mail product to a higher cost Royal Mail product

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
--1--1-11-11----2Unweighted total
--*--1-*1-*1----1Weighted total

Better quality of
--*--1-*1-*1----1service
-%-%100%-%-%100%-%100%100%-%100%100%-%-%-%-%100%

-----------------Price increases
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Changes in the type of
-----------------mail sent
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Became more aware of
-----------------alternatives
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Cost implications
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

First class is not much
-----------------quicker than second
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Depends on what stamp is
available / available in

-----------------shop
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Other
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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QV7ci. And why has your organisation 'changed mail from a lower cost Royal Mail product to a higher cost Royal Mail product (such as 2nd class mail to 1st class mail)'?
Base: All who have changed mail from a lower cost Royal Mail product to a higher cost Royal Mail product

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
--2-2-2--1-12Unweighted total
--1-1-1--*-11Weighted total

Better quality of
--1-1-1--*-11service
-%-%100%-%100%-%100%-%-%100%-%100%100%

-------------Price increases
-%-%-%-%-%-%-%-%-%-%-%-%-%

Changes in the type of
-------------mail sent
-%-%-%-%-%-%-%-%-%-%-%-%-%

Became more aware of
-------------alternatives
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Cost implications
-%-%-%-%-%-%-%-%-%-%-%-%-%

First class is not much
-------------quicker than second
-%-%-%-%-%-%-%-%-%-%-%-%-%

Depends on what stamp is
available / available in

-------------shop
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Other
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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QV7ci. And why has your organisation 'changed mail from a lower cost Royal Mail product to a higher cost Royal Mail product (such as 2nd class mail to 1st class mail)'?
Base: All who have changed mail from a lower cost Royal Mail product to a higher cost Royal Mail product

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
-22--221-1222--22Unweighted total
-11--11*-*111--11Weighted total

Better quality of
-11--11*-*111--11service
-%100%100%-%-%100%100%100%-%100%100%100%100%-%-%100%100%

-----------------Price increases
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Changes in the type of
-----------------mail sent
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Became more aware of
-----------------alternatives
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Cost implications
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

First class is not much
-----------------quicker than second
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Depends on what stamp is
available / available in

-----------------shop
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Other
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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QV7ci. And why has your organisation 'changed mail from a lower cost Royal Mail product to a higher cost Royal Mail product (such as 2nd class mail to 1st class mail)'?
Base: All who have changed mail from a lower cost Royal Mail product to a higher cost Royal Mail product

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
-2--21-21222-22222Unweighted total
-1--1*-1*111-11111Weighted total

Better quality of
-1--1*-1*111-11111service
-%100%-%-%100%100%-%100%100%100%100%100%-%100%100%100%100%100%

------------------Price increases
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Changes in the type of
------------------mail sent
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Became more aware of
------------------alternatives
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Cost implications
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

First class is not much
------------------quicker than second
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Depends on what stamp is
available / available in

------------------shop
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Other
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
Table 45  (continuation)                                                                                                                                                                        Page 543

QV7ci. And why has your organisation 'changed mail from a lower cost Royal Mail product to a higher cost Royal Mail product (such as 2nd class mail to 1st class mail)'?
Base: All who have changed mail from a lower cost Royal Mail product to a higher cost Royal Mail product

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
---2---2-211-2Unweighted total
---1---1-1*1-1Weighted total

Better quality of
---1---1-1*1-1service
-%-%-%100%-%-%-%100%-%100%100%100%-%100%

--------------Price increases
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Changes in the type of
--------------mail sent
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Became more aware of
--------------alternatives
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Cost implications
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

First class is not much
--------------quicker than second
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Depends on what stamp is
available / available in

--------------shop
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Other
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
Table 45  (continuation)                                                                                                                                                                        Page 544

QV7ci. And why has your organisation 'changed mail from a lower cost Royal Mail product to a higher cost Royal Mail product (such as 2nd class mail to 1st class mail)'?
Base: All who have changed mail from a lower cost Royal Mail product to a higher cost Royal Mail product

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthother main provider

NovFebDissatisfiedSatisfiedTOTAL

*a*a*b*aSignificance Level: 95%
11--2Unweighted total
*1--1Weighted total

Better quality of
*1--1service

100%100%-%-%100%

-----Price increases
-%-%-%-%-%

Changes in the type of
-----mail sent
-%-%-%-%-%

Became more aware of
-----alternatives
-%-%-%-%-%

-----Cost implications
-%-%-%-%-%

First class is not much
-----quicker than second
-%-%-%-%-%

Depends on what stamp is
available / available in

-----shop
-%-%-%-%-%

-----Other
-%-%-%-%-%

-----Don't know
-%-%-%-%-%

Columns Tested: a,b - a

Ofcom; Business Postal Tracker
Table 45  (continuation)                                                                                                                                                                        Page 545

QV7ci. And why has your organisation 'changed mail from a lower cost Royal Mail product to a higher cost Royal Mail product (such as 2nd class mail to 1st class mail)'?
Base: All who have changed mail from a lower cost Royal Mail product to a higher cost Royal Mail product

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
2---2--------2Unweighted total
1---1--------1Weighted total

1---1--------1Price increases
84%-%-%-%84%-%-%-%-%-%-%-%-%84%

Due to internal cost
*---*--------*cutting

16%-%-%-%16%-%-%-%-%-%-%-%-%16%

Changes in the type of
--------------mail sent
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Better quality of
--------------service
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Became more aware of
--------------alternatives
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Cost implications
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

First class is not much
--------------quicker than second
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Depends on what stamp is
available / available in

--------------shop
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Other
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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QV7cii. And why has your organisation 'changed mail from a higher cost Royal Mail product to a lower cost Royal Mail product (such as 1st class mail to 2nd class mail)'?
Base: All who have changed mail from a higher cost Royal Mail product to a lower cost Royal Mail product

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
111--11--11---2Unweighted total
1**--*1--*1---1Weighted total

1-----1---1---1Price increases
100%-%-%-%-%-%100%-%-%-%100%-%-%-%84%

Due to internal cost
-**--*---*----*cutting
-%100%100%-%-%100%-%-%-%100%-%-%-%-%16%

Changes in the type of
---------------mail sent
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Better quality of
---------------service
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Became more aware of
---------------alternatives
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Cost implications
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

First class is not much
---------------quicker than second
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Depends on what stamp is
available / available in

---------------shop
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Other
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
Table 46  (continuation)                                                                                                                                                                        Page 547

QV7cii. And why has your organisation 'changed mail from a higher cost Royal Mail product to a lower cost Royal Mail product (such as 1st class mail to 2nd class mail)'?
Base: All who have changed mail from a higher cost Royal Mail product to a lower cost Royal Mail product

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
--1--1-11-11----2Unweighted total
--*--1-*1-*1----1Weighted total

-----1--1--1----1Price increases
-%-%-%-%-%100%-%-%100%-%-%100%-%-%-%-%84%

Due to internal cost
--*----*--*-----*cutting
-%-%100%-%-%-%-%100%-%-%100%-%-%-%-%-%16%

Changes in the type of
-----------------mail sent
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Better quality of
-----------------service
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Became more aware of
-----------------alternatives
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Cost implications
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

First class is not much
-----------------quicker than second
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Depends on what stamp is
available / available in

-----------------shop
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Other
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
Table 46  (continuation)                                                                                                                                                                        Page 548

QV7cii. And why has your organisation 'changed mail from a higher cost Royal Mail product to a lower cost Royal Mail product (such as 1st class mail to 2nd class mail)'?
Base: All who have changed mail from a higher cost Royal Mail product to a lower cost Royal Mail product

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
--2-2-2--1-12Unweighted total
--1-1-1--*-11Weighted total

--1-1-1----11Price increases
-%-%84%-%84%-%84%-%-%-%-%100%84%

Due to internal cost
--*-*-*--*--*cutting
-%-%16%-%16%-%16%-%-%100%-%-%16%

Changes in the type of
-------------mail sent
-%-%-%-%-%-%-%-%-%-%-%-%-%

Better quality of
-------------service
-%-%-%-%-%-%-%-%-%-%-%-%-%

Became more aware of
-------------alternatives
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Cost implications
-%-%-%-%-%-%-%-%-%-%-%-%-%

First class is not much
-------------quicker than second
-%-%-%-%-%-%-%-%-%-%-%-%-%

Depends on what stamp is
available / available in

-------------shop
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Other
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
Table 46  (continuation)                                                                                                                                                                        Page 549

QV7cii. And why has your organisation 'changed mail from a higher cost Royal Mail product to a lower cost Royal Mail product (such as 1st class mail to 2nd class mail)'?
Base: All who have changed mail from a higher cost Royal Mail product to a lower cost Royal Mail product

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
-22--221-1222--22Unweighted total
-11--11*-*111--11Weighted total

-11--11---111--11Price increases
-%84%84%-%-%84%84%-%-%-%84%84%84%-%-%84%84%

Due to internal cost
-**--***-****--**cutting
-%16%16%-%-%16%16%100%-%100%16%16%16%-%-%16%16%

Changes in the type of
-----------------mail sent
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Better quality of
-----------------service
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Became more aware of
-----------------alternatives
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Cost implications
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

First class is not much
-----------------quicker than second
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Depends on what stamp is
available / available in

-----------------shop
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Other
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
Table 46  (continuation)                                                                                                                                                                        Page 550

QV7cii. And why has your organisation 'changed mail from a higher cost Royal Mail product to a lower cost Royal Mail product (such as 1st class mail to 2nd class mail)'?
Base: All who have changed mail from a higher cost Royal Mail product to a lower cost Royal Mail product

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
-2--21-21222-22222Unweighted total
-1--1*-1*111-11111Weighted total

-1--1--1-111-11111Price increases
-%84%-%-%84%-%-%84%-%84%84%84%-%84%84%84%84%84%

Due to internal cost
-*--**-*****-*****cutting
-%16%-%-%16%100%-%16%100%16%16%16%-%16%16%16%16%16%

Changes in the type of
------------------mail sent
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Better quality of
------------------service
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Became more aware of
------------------alternatives
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Cost implications
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

First class is not much
------------------quicker than second
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Depends on what stamp is
available / available in

------------------shop
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Other
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
Table 46  (continuation)                                                                                                                                                                        Page 551

QV7cii. And why has your organisation 'changed mail from a higher cost Royal Mail product to a lower cost Royal Mail product (such as 1st class mail to 2nd class mail)'?
Base: All who have changed mail from a higher cost Royal Mail product to a lower cost Royal Mail product

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
---2---2-211-2Unweighted total
---1---1-1*1-1Weighted total

---1---1-1-1-1Price increases
-%-%-%84%-%-%-%84%-%84%-%100%-%84%

Due to internal cost
---*---*-**--*cutting
-%-%-%16%-%-%-%16%-%16%100%-%-%16%

Changes in the type of
--------------mail sent
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Better quality of
--------------service
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Became more aware of
--------------alternatives
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Cost implications
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

First class is not much
--------------quicker than second
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Depends on what stamp is
available / available in

--------------shop
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Other
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
Table 46  (continuation)                                                                                                                                                                        Page 552

QV7cii. And why has your organisation 'changed mail from a higher cost Royal Mail product to a lower cost Royal Mail product (such as 1st class mail to 2nd class mail)'?
Base: All who have changed mail from a higher cost Royal Mail product to a lower cost Royal Mail product

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthother main provider

NovFebDissatisfiedSatisfiedTOTAL

*a*a*b*aSignificance Level: 95%
11--2Unweighted total
*1--1Weighted total

-1--1Price increases
-%100%-%-%84%

Due to internal cost
*---*cutting

100%-%-%-%16%

Changes in the type of
-----mail sent
-%-%-%-%-%

Better quality of
-----service
-%-%-%-%-%

Became more aware of
-----alternatives
-%-%-%-%-%

-----Cost implications
-%-%-%-%-%

First class is not much
-----quicker than second
-%-%-%-%-%

Depends on what stamp is
available / available in

-----shop
-%-%-%-%-%

-----Other
-%-%-%-%-%

-----Don't know
-%-%-%-%-%

Columns Tested: a,b - a

Ofcom; Business Postal Tracker
Table 46  (continuation)                                                                                                                                                                        Page 553

QV7cii. And why has your organisation 'changed mail from a higher cost Royal Mail product to a lower cost Royal Mail product (such as 1st class mail to 2nd class mail)'?
Base: All who have changed mail from a higher cost Royal Mail product to a lower cost Royal Mail product

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
1132-32-22--1116Unweighted total
1511-33-52--*117Weighted total

Better quality of
11-*-32-51----11service
70%-%48%-%100%50%-%100%51%-%-%-%-%65%

11*-----1----3Price increases
8%100%52%-%-%-%-%-%49%-%-%-%-%15%

Changes in the type of
2----2-------2mail sent

11%-%-%-%-%50%-%-%-%-%-%-%-%10%

-*-----------*Cost implications
-%45%-%-%-%-%-%-%-%-%-%-%-%3%

First class is not much
--*----------*quicker than second
-%-%48%-%-%-%-%-%-%-%-%-%-%3%

Became more aware of
--------------alternatives
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Due to internal cost
--------------cutting
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Depends on what stamp is
available / available in

--------------shop
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2----------*12Other
11%-%-%-%-%-%-%-%-%-%-%100%100%10%

--------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
Table 47                                                                                                                                                                                        Page 554

Q7bi. And why has your organisation changed mail from a lower cost Royal Mail product to a higher cost Royal Mail product?
Base: All respondents who have changed from a lower cost Royal Mail Product to a higher cost Royal Mail Product

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
973--3135152-1216Unweighted total
89*--*175144-*217Weighted total

Better quality of
38*--*115-24-*-11service

36%93%47%-%-%47%66%89%-%44%100%-%100%-%65%

2**--*3*11---*3Price increases
27%5%19%-%-%19%15%8%100%21%-%-%-%5%15%

Changes in the type of
2-----2------22mail sent

20%-%-%-%-%-%10%-%-%-%-%-%-%95%10%

-*----**------*Cost implications
-%5%-%-%-%-%3%8%-%-%-%-%-%-%3%

First class is not much
*-----*-----*-*quicker than second
5%-%-%-%-%-%3%-%-%-%-%-%100%-%3%

Became more aware of
---------------alternatives
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Due to internal cost
---------------cutting
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Depends on what stamp is
available / available in

---------------shop
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1**--*1*-1----2Other
18%2%34%-%-%34%9%3%-%35%-%-%-%-%10%

---------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
Table 47  (continuation)                                                                                                                                                                        Page 555

Q7bi. And why has your organisation changed mail from a lower cost Royal Mail product to a higher cost Royal Mail product?
Base: All respondents who have changed from a lower cost Royal Mail Product to a higher cost Royal Mail Product

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
1-1-2663112313--1716Unweighted total
*-*-2592123215--*1117Weighted total

Better quality of
--*-244*101*11---811service
-%-%100%-%96%80%50%11%80%43%11%73%-%-%-%76%65%

*---*11*2-*2--*13Price increases
100%-%-%-%4%17%14%20%18%-%20%15%-%-%100%11%15%

Changes in the type of
------2--2-2----2mail sent
-%-%-%-%-%-%19%-%-%57%-%11%-%-%-%-%10%

-----*--*--*--*-*Cost implications
-%-%-%-%-%8%-%-%4%-%-%3%-%-%100%-%3%

First class is not much
------*-*--*---**quicker than second
-%-%-%-%-%-%5%-%4%-%-%3%-%-%-%4%3%

Became more aware of
-----------------alternatives
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Due to internal cost
-----------------cutting
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Depends on what stamp is
available / available in

-----------------shop
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----*11*-1*---12Other
-%-%-%-%-%3%17%69%1%-%69%1%-%-%-%13%10%

-----------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
Table 47  (continuation)                                                                                                                                                                        Page 556

Q7bi. And why has your organisation changed mail from a lower cost Royal Mail product to a higher cost Royal Mail product?
Base: All respondents who have changed from a lower cost Royal Mail Product to a higher cost Royal Mail Product

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
-5111151152-1-516Unweighted total
-413*17*172-*-617Weighted total

Better quality of
-29*11*11--*-611service
-%50%70%100%64%100%64%-%-%100%-%97%65%

-*2-3-3*----3Price increases
-%11%17%-%16%-%16%23%-%-%-%-%15%

Changes in the type of
--2-2-2-----2mail sent
-%-%13%-%10%-%10%-%-%-%-%-%10%

--*-*-*-----*Cost implications
-%-%3%-%3%-%3%-%-%-%-%-%3%

First class is not much
-*-*-*-----**quicker than second
-%10%-%100%-%100%-%-%-%-%-%7%3%

Became more aware of
-------------alternatives
-%-%-%-%-%-%-%-%-%-%-%-%-%

Due to internal cost
-------------cutting
-%-%-%-%-%-%-%-%-%-%-%-%-%

Depends on what stamp is
available / available in

-------------shop
-%-%-%-%-%-%-%-%-%-%-%-%-%

-2--2-21---*2Other
-%39%-%-%10%-%10%77%-%-%-%3%10%

-------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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Q7bi. And why has your organisation changed mail from a lower cost Royal Mail product to a higher cost Royal Mail product?
Base: All respondents who have changed from a lower cost Royal Mail Product to a higher cost Royal Mail Product

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
31663-51146616131655616Unweighted total
21745-41236517131776417Weighted total

Better quality of
*1124-2101321171145211service

19%65%48%96%-%50%82%26%60%49%65%54%65%53%95%48%65%

*3*--*1*11333**23Price increases
19%15%11%-%-%11%5%17%10%19%15%20%15%6%2%52%15%

Changes in the type of
-2------2-2222--2mail sent
-%10%-%-%-%-%-%-%30%-%10%13%10%22%-%-%10%

-*--------***--**Cost implications
-%3%-%-%-%-%-%-%-%-%3%3%3%-%-%11%3%

First class is not much
***--******-*--**quicker than second

19%3%11%-%-%11%4%17%8%9%3%-%3%-%-%11%3%

Became more aware of
-----------------alternatives
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Due to internal cost
-----------------cutting
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Depends on what stamp is
available / available in

-----------------shop
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

122*-121-12221*-2Other
63%10%41%4%-%38%14%57%-%31%10%13%10%20%3%-%10%

-----------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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Q7bi. And why has your organisation changed mail from a lower cost Royal Mail product to a higher cost Royal Mail product?
Base: All respondents who have changed from a lower cost Royal Mail Product to a higher cost Royal Mail Product

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
21123169-1611161516-162101616Unweighted total
49221711-1712171717-17191717Weighted total

Better quality of
251*117-117111111-11141111service

66%53%74%19%65%66%-%65%58%65%67%65%-%65%100%48%65%65%

11**31-32323-3-333Price increases
34%11%26%19%15%5%-%15%14%15%13%15%-%15%-%31%15%15%

Changes in the type of
-2--22-22222-2-222mail sent
-%18%-%-%10%15%-%10%14%10%10%10%-%10%-%19%10%10%

-*--*--*-*-*-*-***Cost implications
-%5%-%-%3%-%-%3%-%3%-%3%-%3%-%5%3%3%

First class is not much
-*-***-*****-*--**quicker than second
-%5%-%19%3%4%-%3%4%3%3%3%-%3%-%-%3%3%

Became more aware of
------------------alternatives
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Due to internal cost
------------------cutting
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Depends on what stamp is
available / available in

------------------shop
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-2-121-22222-2-*22Other
-%18%-%63%10%14%-%10%14%10%10%10%-%10%-%2%10%10%

------------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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Q7bi. And why has your organisation changed mail from a lower cost Royal Mail product to a higher cost Royal Mail product?
Base: All respondents who have changed from a lower cost Royal Mail Product to a higher cost Royal Mail Product

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
3-106-10214511133-16Unweighted total
3-116-13314512143-17Weighted total

Better quality of
2-74-938110101-11service

50%-%63%69%-%72%100%58%26%81%71%40%-%65%

--2*-2-3212*-3Price increases
-%-%20%7%-%14%-%19%44%4%16%14%-%15%

Changes in the type of
--2--2-2-22--2mail sent
-%-%15%-%-%13%-%12%-%13%12%-%-%10%

--*--*-*-**--*Cost implications
-%-%4%-%-%3%-%3%-%4%3%-%-%3%

First class is not much
---*---*-**--*quicker than second
-%-%-%7%-%-%-%3%-%4%3%-%-%3%

Became more aware of
--------------alternatives
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Due to internal cost
--------------cutting
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Depends on what stamp is
available / available in

--------------shop
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2-*1-*-21**1-2Other
50%-%2%24%-%1%-%12%30%1%1%47%-%10%

--------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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Q7bi. And why has your organisation changed mail from a lower cost Royal Mail product to a higher cost Royal Mail product?
Base: All respondents who have changed from a lower cost Royal Mail Product to a higher cost Royal Mail Product

Produced by OLR
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Satisfaction with
MonthMonthMonthother main provider

DecNovOctJunMayAprMarFebDissatisfiedSatisfiedTOTAL

*c*b*a*c*b*a*b*a*b*aSignificance Level: 95%
31113124-216Unweighted total
4**12333-217Weighted total

Better quality of
2*--*333--11service

55%100%-%-%20%100%100%80%-%-%65%

*-*1*--*--3Price increases
10%-%100%100%4%-%-%15%-%-%15%

Changes in the type of
----2-----2mail sent
-%-%-%-%76%-%-%-%-%-%10%

*---------*Cost implications
10%-%-%-%-%-%-%-%-%-%3%

First class is not much
----*-----*quicker than second
-%-%-%-%20%-%-%-%-%-%3%

Became more aware of
-----------alternatives
-%-%-%-%-%-%-%-%-%-%-%

Due to internal cost
-----------cutting
-%-%-%-%-%-%-%-%-%-%-%

Depends on what stamp is
available / available in

-----------shop
-%-%-%-%-%-%-%-%-%-%-%

1------*-22Other
35%-%-%-%-%-%-%5%-%100%10%

-----------Don't know
-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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Q7bi. And why has your organisation changed mail from a lower cost Royal Mail product to a higher cost Royal Mail product?
Base: All respondents who have changed from a lower cost Royal Mail Product to a higher cost Royal Mail Product

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
4497656275626566Unweighted total
53422455134637662Weighted total

4131243554535647Price increases
77%85%59%78%89%65%100%43%94%81%100%78%100%77%

Due to internal cost
8-**123--2---9cutting

16%-%20%4%35%32%50%-%-%39%-%-%-%14%

6----2-2*--1-6Cost implications
11%-%-%-%-%31%-%19%6%-%-%22%-%9%

First class is not much
4--*1--2----*4quicker than second
7%-%-%18%30%-%-%19%-%-%-%-%3%7%

Became more aware of
2*-----2-----3alternatives
4%13%-%-%-%-%-%19%-%-%-%-%-%5%

Better quality of
-*-*---------1service
-%3%-%19%-%-%-%-%-%-%-%-%-%1%

Changes in the type of
--------------mail sent
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Depends on what stamp is
available / available in

--------------shop
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1-****---*---1Other
1%-%20%19%5%3%-%-%-%3%-%-%-%2%

--------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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Q7bii. And why has your organisation changed mail from a higher cost Royal Mail product to a lower cost Royal Mail product?
Base: All respondents who have changed from a higher cost Royal Mail Product to a lower cost Royal Mail Product

Produced by OLR
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UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

ba*e*d*c*ba*g*f*e*d*c*b*aSignificance Level: 95%
353119341247242197-9266Unweighted total
3230311258261214-7162Weighted total

24242**145211154-5147Price increases
75%79%61%36%48%72%78%79%100%73%90%-%64%100%77%

Due to internal cost
631***84-3*-1-9cutting

18%10%17%21%28%12%14%16%-%15%10%-%17%-%14%

42*--*51-4----6Cost implications
13%6%7%-%-%12%9%6%-%19%-%-%-%-%9%

First class is not much
4**--*44------4quicker than second

13%1%6%-%-%9%7%16%-%-%-%-%-%-%7%

Became more aware of
*2----3*----2-3alternatives
1%8%-%-%-%-%5%2%-%-%-%-%33%-%5%

Better quality of
***--**--1----1service
1%*%3%-%-%5%1%-%-%3%-%-%-%-%1%

Changes in the type of
---------------mail sent
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Depends on what stamp is
available / available in

---------------shop
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*11**-11-*--*-1Other
1%3%17%43%48%-%2%3%-%2%-%-%3%-%2%

---------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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Q7bii. And why has your organisation changed mail from a higher cost Royal Mail product to a lower cost Royal Mail product?
Base: All respondents who have changed from a higher cost Royal Mail Product to a lower cost Royal Mail Product

Produced by OLR
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Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*ba*c*b*a*ba*d*c*b*aSignificance Level: 95%
1478883028251328383452866Unweighted total
2134773719281519431333362Weighted total

-13357281124121136*232847Price increases
-%81%83%86%74%100%76%58%85%84%58%85%31%51%100%85%77%

Due to internal cost
-*1*3-443144--149cutting
-%19%45%3%36%-%12%24%11%8%24%10%-%-%37%13%14%

2--*1-26--6--12-6Cost implications
100%-%-%6%20%-%4%31%-%-%31%-%-%49%49%-%9%

First class is not much
----*-4**4*4---44quicker than second
-%-%-%-%3%-%11%1%2%24%1%9%-%-%-%12%7%

Became more aware of
----*-2-3--3---*3alternatives
-%-%-%-%6%-%6%-%10%-%-%7%-%-%-%1%5%

Better quality of
-**----1--1----*1service
-%46%3%-%-%-%-%3%-%-%3%-%-%-%-%1%1%

Changes in the type of
-----------------mail sent
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Depends on what stamp is
available / available in

-----------------shop
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-**1--*1*-1*1--*1Other
-%17%7%17%-%-%1%6%2%-%6%1%100%-%-%1%2%

-----------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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Q7bii. And why has your organisation changed mail from a higher cost Royal Mail product to a lower cost Royal Mail product?
Base: All respondents who have changed from a higher cost Royal Mail Product to a lower cost Royal Mail Product

Produced by OLR
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Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*ba*ba*ba*e*d*c*b*aSignificance Level: 95%
-2046115575924842966Unweighted total
-2041953755*4533362Weighted total

-1235444246-2412747Price increases
-%62%84%41%83%25%83%-%59%68%20%83%77%

Due to internal cost
-454545*12-59cutting
-%20%12%45%9%58%9%53%35%32%-%14%14%

-42-6-6-2--46Cost implications
-%20%4%-%11%-%10%-%46%-%-%12%9%

First class is not much
-*4-4-4----*4quicker than second
-%1%10%-%8%-%8%-%-%-%-%1%7%

Became more aware of
-2*2*2*---2*3alternatives
-%12%1%27%1%35%1%-%-%-%74%1%5%

Better quality of
-****-1**---1service
-%*%1%1%1%-%1%47%13%-%-%-%1%

Changes in the type of
-------------mail sent
-%-%-%-%-%-%-%-%-%-%-%-%-%

Depends on what stamp is
available / available in

-------------shop
-%-%-%-%-%-%-%-%-%-%-%-%-%

-*1-1-1-*-1*1Other
-%2%3%-%3%-%3%-%6%-%26%1%2%

-------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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Q7bii. And why has your organisation changed mail from a higher cost Royal Mail product to a lower cost Royal Mail product?
Base: All respondents who have changed from a higher cost Royal Mail Product to a lower cost Royal Mail Product

Produced by OLR
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Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*cb*a*c*bag*fedcba*c*baSignificance Level: 95%
116428142315626324263466017153466Unweighted total

66124151295425214059375713163362Weighted total

2472013120421817294529457142747Price increases
26%77%83%87%100%67%79%72%80%72%76%79%78%55%87%80%77%

Due to internal cost
1933-595279871629cutting

21%15%12%19%-%16%16%19%7%18%15%20%13%10%35%6%14%

2632-4423644442-6Cost implications
40%9%13%11%-%14%8%7%12%14%7%11%7%32%10%-%9%

First class is not much
-4-*--1--*4*4*-44quicker than second
-%6%-%1%-%-%3%-%-%*%6%1%7%1%-%12%7%

Became more aware of
*3*--333*33*3*-23alternatives
8%5%2%-%-%10%5%11%2%7%5%1%5%4%-%7%5%

Better quality of
*1*--1-**111*1--1service
2%1%2%-%-%2%-%*%*%1%1%2%1%4%-%-%1%

Changes in the type of
-----------------mail sent
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Depends on what stamp is
available / available in

-----------------shop
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

111--111111111**1Other
15%2%5%-%-%5%2%5%5%4%2%4%3%5%2%1%2%

-----------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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Q7bii. And why has your organisation changed mail from a higher cost Royal Mail product to a lower cost Royal Mail product?
Base: All respondents who have changed from a higher cost Royal Mail Product to a lower cost Royal Mail Product

Produced by OLR
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Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*cb*a*cba*fedcba*c*babaSignificance Level: 95%
55011156545-6555666065-266595466Unweighted total
7477146137-5948625361-162525162Weighted total

736494728-4539474347-147403747Price increases
100%76%61%65%77%76%-%76%80%77%80%77%-%84%77%77%74%77%

Due to internal cost
-72396-66979-*9589cutting
-%15%23%19%14%16%-%10%13%14%14%14%-%16%14%9%15%14%

-32-63-63666--6466Cost implications
-%7%32%-%9%9%-%10%7%9%11%9%-%-%9%8%11%9%

First class is not much
-4-*41-42424--4444quicker than second
-%9%-%3%7%2%-%7%4%7%3%7%-%-%7%7%8%7%

Became more aware of
-3-333-33333--3323alternatives
-%6%-%20%5%8%-%5%6%5%5%5%-%-%5%5%5%5%

Better quality of
--1-**-11111--1111service
-%-%8%-%*%*%-%1%1%1%1%1%-%-%1%1%1%1%

Changes in the type of
------------------mail sent
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Depends on what stamp is
available / available in

------------------shop
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-1**11-11111--1111Other
-%3%2%3%2%3%-%2%3%2%3%2%-%-%2%2%3%2%

------------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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Q7bii. And why has your organisation changed mail from a higher cost Royal Mail product to a lower cost Royal Mail product?
Base: All respondents who have changed from a higher cost Royal Mail Product to a lower cost Royal Mail Product

Produced by OLR
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Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*ab*a*ba*ba*bac*b*aSignificance Level: 95%
7750164484621650489966Unweighted total
6549132446551645477862Weighted total

633992376411037385447Price increases
100%67%79%68%81%86%100%74%64%81%81%78%54%77%

Due to internal cost
1172-7-9365129cutting

20%26%15%13%-%17%-%16%19%13%10%22%30%14%

-233-*-6332-46Cost implications
-%34%5%24%-%1%-%10%16%7%4%-%48%9%

First class is not much
*-31-3-42231-4quicker than second
3%-%6%11%-%7%-%8%15%4%6%19%-%7%

Became more aware of
--2*-*-3-33--3alternatives
-%-%5%4%-%1%-%5%-%6%6%-%-%5%

Better quality of
-*1--1-1-1-**1service
-%2%1%-%-%1%-%1%-%1%-%7%1%1%

Changes in the type of
--------------mail sent
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Depends on what stamp is
available / available in

--------------shop
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-**111-11111*1Other
-%8%1%8%39%1%-%3%5%1%1%10%2%2%

--------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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Q7bii. And why has your organisation changed mail from a higher cost Royal Mail product to a lower cost Royal Mail product?
Base: All respondents who have changed from a higher cost Royal Mail Product to a lower cost Royal Mail Product

Produced by OLR
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Satisfaction with
MonthMonthMonthother main provider

DecNovOctJunMayAprMarFebJanDissatisfiedSatisfiedTOTAL

*c*b*a*c*b*a*c*b*a*b*aSignificance Level: 95%
68911325157-1366Unweighted total
99714123108-1162Weighted total

5361412295-947Price increases
56%35%84%97%100%95%93%94%69%-%86%77%

Due to internal cost
1323---*--29cutting

14%34%24%20%-%-%-%1%-%-%23%14%

-4*2------26Cost implications
-%45%3%12%-%-%-%-%-%-%15%9%

First class is not much
**1-----2-*4quicker than second
5%2%18%-%-%-%-%-%31%-%2%7%

Became more aware of
2------*---3alternatives

26%-%-%-%-%-%-%5%-%-%-%5%

Better quality of
-----*--*-*1service
-%-%-%-%-%5%-%-%6%-%1%1%

Changes in the type of
------------mail sent
-%-%-%-%-%-%-%-%-%-%-%-%

Depends on what stamp is
available / available in

------------shop
-%-%-%-%-%-%-%-%-%-%-%-%

--**--*1--*1Other
-%-%6%2%-%-%7%7%-%-%2%2%

------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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Q7bii. And why has your organisation changed mail from a higher cost Royal Mail product to a lower cost Royal Mail product?
Base: All respondents who have changed from a higher cost Royal Mail Product to a lower cost Royal Mail Product

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkj*i*h*g*f*e*d*c*b*aSignificance Level: 95%
178454431192117291917192710298Unweighted total
234151612182641431514353111277Weighted total

Royal Mail
48™(Previously known

3--*------3--3as Packetsort)
1%-%-%4%-%-%-%-%-%-%8%-%-%1%

Royal Mail 24™
(Previously known as

3--*------3--3Packetpost)
1%-%-%4%-%-%-%-%-%-%8%-%-%1%

2-----2------2Walksort 2nd Class
1%-%-%-%-%-%6%-%-%-%-%-%-%1%

Business Mail 1st Class
(previously Cleanmail

*---**-------*Plus)
*%-%-%-%1%1%-%-%-%-%-%-%-%*%

-*-*---------*PPI 2nd Class
-%1%-%1%-%-%-%-%-%-%-%-%-%*%

Business Mail
*-------*----*(previously Cleanmail)
*%-%-%-%-%-%-%-%1%-%-%-%-%*%

-*-----------*PPI 1st Class
-%1%-%-%-%-%-%-%-%-%-%-%-%*%

Business Mail Advance
(previously Cleanmail

--------------Advance)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Publishing Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Publishing Mail Profile
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Publishing Mail Premium
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Royal Mail International
--------------Bulk Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Big Book and Royal Mail
--------------Heavyweight
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Walksort 1st Class
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Sustainable Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

MarketReach (previously
--------------known as) Mail Media
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
OFC1885
Issue date: 18/01/16
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QV8. Do you use any of the following Royal Mail products to send your bulk mailings?
Base: All respondents who send bulk mail (Q1 and Q2)



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkj*i*h*g*f*e*d*c*b*aSignificance Level: 95%
178454431192117291917192710298Unweighted total
234151612182641431514353111277Weighted total

Other (DO NOT READ OUT,
311--2-*-1---5PLEASE SPECIFY)
1%6%3%-%-%7%-%*%-%10%-%-%-%2%

None of these (DO NOT
218121510172438411412323011255READ OUT)

93%79%90%87%92%92%94%94%91%90%92%95%100%92%

l

Don't Know (DO NOT READ
72111--21-*2-11OUT)
3%15%6%8%7%-%-%6%8%-%1%5%-%4%

m

NET: Business Mail
(previously known as

1---**--*----1Cleanmail)
*%-%-%-%1%1%-%-%1%-%-%-%-%*%

NET: Publishing Mail
(previously known as

--------------Presstream)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2-----2------2NET: Walksort
1%-%-%-%-%-%6%-%-%-%-%-%-%1%

-*-*---------*NET: PPI
-%1%-%1%-%-%-%-%-%-%-%-%-%*%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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QV8. Do you use any of the following Royal Mail products to send your bulk mailings?
Base: All respondents who send bulk mail (Q1 and Q2)

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

bae*d*cbag*fe*d*cb*aSignificance Level: 95%
1681309116274820712217672353423298Unweighted total
1421351534726211313622252823277Weighted total

Royal Mail
48™(Previously known

*3----3---3---3as Packetsort)
*%2%-%-%-%-%1%-%-%-%14%-%-%-%1%

Royal Mail 24™
(Previously known as

*3----3---3---3Packetpost)
*%2%-%-%-%-%1%-%-%-%14%-%-%-%1%

2-----22------2Walksort 2nd Class
2%-%-%-%-%-%1%2%-%-%-%-%-%-%1%

Business Mail 1st Class
(previously Cleanmail

***--*-*----*-*Plus)
*%*%3%-%-%6%-%*%-%-%-%-%1%-%*%

aa

-***-*---*----*PPI 2nd Class
-%*%1%4%-%1%-%-%-%*%-%-%-%-%*%

Business Mail
*-**---------**(previously Cleanmail)
*%-%1%6%-%-%-%-%-%-%-%-%-%1%*%

-**--*---*----*PPI 1st Class
-%*%1%-%-%1%-%-%-%*%-%-%-%-%*%

Business Mail Advance
(previously Cleanmail

---------------Advance)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Publishing Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Publishing Mail Profile
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Publishing Mail Premium
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Royal Mail International
---------------Bulk Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Big Book and Royal Mail
---------------Heavyweight
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Walksort 1st Class
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Sustainable Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

MarketReach (previously
---------------known as) Mail Media
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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QV8. Do you use any of the following Royal Mail products to send your bulk mailings?
Base: All respondents who send bulk mail (Q1 and Q2)



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

bae*d*cbag*fe*d*cb*aSignificance Level: 95%
1681309116274820712217672353423298Unweighted total
1421351534726211313622252823277Weighted total

Other (DO NOT READ OUT,
321-1-41-1--225PLEASE SPECIFY)
2%2%4%-%15%-%2%1%-%1%-%-%7%7%2%

g

None of these (DO NOT
1281271333724210812551852421255READ OUT)

90%94%88%90%83%90%92%95%96%89%84%100%87%92%92%

Don't Know (DO NOT READ
83*-**112*6*-2-11OUT)
6%2%2%-%2%3%4%2%4%10%2%-%6%-%4%

g

NET: Business Mail
(previously known as

**1*-*-*----**1Cleanmail)
*%*%4%6%-%6%-%*%-%-%-%-%1%1%*%

aa

NET: Publishing Mail
(previously known as

---------------Presstream)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2-----22------2NET: Walksort
2%-%-%-%-%-%1%2%-%-%-%-%-%-%1%

-***-*---*----*NET: PPI
-%*%1%4%-%1%-%-%-%*%-%-%-%-%*%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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QV8. Do you use any of the following Royal Mail products to send your bulk mailings?
Base: All respondents who send bulk mail (Q1 and Q2)

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*edcbacbaba*d*c*baSignificance Level: 95%
-23253156659794154509420412232399298Unweighted total
-91416447411855166565522221318121277Weighted total

Royal Mail
48™(Previously known

----3*--3--3---*3as Packetsort)
-%-%-%-%6%1%-%-%2%-%-%1%-%-%-%*%1%

a

Royal Mail 24™
(Previously known as

----3*--3--3---*3Packetpost)
-%-%-%-%6%1%-%-%2%-%-%1%-%-%-%*%1%

a

------2-2--2---22Walksort 2nd Class
-%-%-%-%-%-%2%-%1%-%-%1%-%-%-%2%1%

Business Mail 1st Class
(previously Cleanmail

-*-*---**-**----*Plus)
-%2%-%1%-%-%-%*%*%-%*%*%-%-%-%-%*%

--**---*--*-----*PPI 2nd Class
-%-%1%1%-%-%-%*%-%-%*%-%-%-%-%-%*%

Business Mail
-*-----*--*-*---*(previously Cleanmail)
-%2%-%-%-%-%-%*%-%-%*%-%7%-%-%-%*%

--*----*--*-----*PPI 1st Class
-%-%1%-%-%-%-%*%-%-%*%-%-%-%-%-%*%

Business Mail Advance
(previously Cleanmail

-----------------Advance)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Publishing Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Publishing Mail Profile
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Publishing Mail Premium
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Royal Mail International
-----------------Bulk Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Big Book and Royal Mail
-----------------Heavyweight
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Walksort 1st Class
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Sustainable Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

MarketReach (previously
-----------------known as) Mail Media
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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QV8. Do you use any of the following Royal Mail products to send your bulk mailings?
Base: All respondents who send bulk mail (Q1 and Q2)



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*edcbacbaba*d*c*baSignificance Level: 95%
-23253156659794154509420412232399298Unweighted total
-91416447411855166565522221318121277Weighted total

Other (DO NOT READ OUT,
-****1332-32***35PLEASE SPECIFY)
-%3%3%1%*%1%2%5%1%-%5%1%11%1%3%3%2%

a

None of these (DO NOT
-81316407010751150535120421318111255READ OUT)
-%88%94%94%92%95%90%93%91%95%93%92%81%99%97%92%92%

Don't Know (DO NOT READ
-***136173110---411OUT)
-%5%2%3%2%3%5%1%4%5%1%5%-%-%-%3%4%

NET: Business Mail
(previously known as

-*-*---**-***---1Cleanmail)
-%4%-%1%-%-%-%1%*%-%1%*%7%-%-%-%*%

NET: Publishing Mail
(previously known as

-----------------Presstream)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------2-2--2---22NET: Walksort
-%-%-%-%-%-%2%-%1%-%-%1%-%-%-%2%1%

--**---*--*-----*NET: PPI
-%-%1%1%-%-%-%*%-%-%*%-%-%-%-%-%*%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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QV8. Do you use any of the following Royal Mail products to send your bulk mailings?
Base: All respondents who send bulk mail (Q1 and Q2)

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cbaba*ba*e*d*c*baSignificance Level: 95%
2782183426415283671015145298Unweighted total
17220431246152623659142277Weighted total

Royal Mail
48™(Previously known

-*3*3-3----33as Packetsort)
-%1%1%1%1%-%1%-%-%-%-%2%1%

Royal Mail 24™
(Previously known as

-*3*3-3----33Packetpost)
-%1%1%1%1%-%1%-%-%-%-%2%1%

--2-2-2----22Walksort 2nd Class
-%-%1%-%1%-%1%-%-%-%-%2%1%

Business Mail 1st Class
(previously Cleanmail

-**-*-*----**Plus)
-%*%*%-%*%-%*%-%-%-%-%*%*%

-****-**----*PPI 2nd Class
-%*%*%*%*%-%*%6%-%-%-%-%*%

Business Mail
-*--*-*----**(previously Cleanmail)
-%*%-%-%*%-%*%-%-%-%-%*%*%

-*-*--**----*PPI 1st Class
-%*%-%*%-%-%*%3%-%-%-%-%*%

Business Mail Advance
(previously Cleanmail

-------------Advance)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Publishing Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Publishing Mail Profile
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Publishing Mail Premium
-%-%-%-%-%-%-%-%-%-%-%-%-%

Royal Mail International
-------------Bulk Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%

Big Book and Royal Mail
-------------Heavyweight
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Walksort 1st Class
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Sustainable Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%

MarketReach (previously
-------------known as) Mail Media
-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Produced by OLR
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QV8. Do you use any of the following Royal Mail products to send your bulk mailings?
Base: All respondents who send bulk mail (Q1 and Q2)



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cbaba*ba*e*d*c*baSignificance Level: 95%
2782183426415283671015145298Unweighted total
17220431246152623659142277Weighted total

Other (DO NOT READ OUT,
-14*5-5*-2*15PLEASE SPECIFY)
-%2%2%1%2%-%2%5%-%44%2%1%2%

None of these (DO NOT
-6818730225152403639129255READ OUT)
-%94%92%96%92%96%92%89%100%56%92%91%92%

Don't Know (DO NOT READ
128110110---1611OUT)

100%3%4%2%4%4%4%-%-%-%6%4%4%

NET: Business Mail
(previously known as

-**-1-1----*1Cleanmail)
-%1%*%-%*%-%*%-%-%-%-%*%*%

NET: Publishing Mail
(previously known as

-------------Presstream)
-%-%-%-%-%-%-%-%-%-%-%-%-%

--2-2-2----22NET: Walksort
-%-%1%-%1%-%1%-%-%-%-%2%1%

-****-**----*NET: PPI
-%*%*%*%*%-%*%6%-%-%-%-%*%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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QV8. Do you use any of the following Royal Mail products to send your bulk mailings?
Base: All respondents who send bulk mail (Q1 and Q2)

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
3429110285692251642981432912242879775126298Unweighted total
242699576485231572771352691962657776123277Weighted total

Royal Mail
48™(Previously known

3333--3-33333-*33as Packetsort)
11%1%3%4%-%-%1%-%1%2%1%2%1%-%1%2%1%

b

Royal Mail 24™
(Previously known as

3333--3-33333-*33Packetpost)
11%1%3%4%-%-%1%-%1%2%1%2%1%-%1%2%1%

b

-222--2-22222-2-2Walksort 2nd Class
-%1%3%3%-%-%1%-%1%2%1%1%1%-%3%-%1%

a

Business Mail 1st Class
(previously Cleanmail

-**-*-*-******-**Plus)
-%*%*%-%5%-%*%-%*%*%*%*%*%*%-%*%*%

***--**********-*PPI 2nd Class
*%*%*%-%-%*%*%*%*%*%*%*%*%*%*%-%*%

Business Mail
-*---*********--*(previously Cleanmail)
-%*%-%-%-%*%*%*%*%*%*%*%*%*%-%-%*%

**---*-*****-*--*PPI 1st Class
*%*%-%-%-%*%-%*%*%*%*%*%-%*%-%-%*%

Business Mail Advance
(previously Cleanmail

-----------------Advance)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Publishing Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Publishing Mail Profile
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Publishing Mail Premium
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Royal Mail International
-----------------Bulk Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Big Book and Royal Mail
-----------------Heavyweight
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Walksort 1st Class
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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QV8. Do you use any of the following Royal Mail products to send your bulk mailings?
Base: All respondents who send bulk mail (Q1 and Q2)



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
3429110285692251642981432912242879775126298Unweighted total
242699576485231572771352691962657776123277Weighted total

-----------------Sustainable Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

MarketReach (previously
-----------------known as) Mail Media
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Other (DO NOT READ OUT,
*54--452545254*15PLEASE SPECIFY)
1%2%4%-%-%4%2%4%2%3%2%1%2%5%1%1%2%

None of these (DO NOT
212508369476210552551212491812457270113255READ OUT)
88%93%87%92%95%88%91%95%92%89%93%92%93%93%92%92%92%

Don't Know (DO NOT READ
-831-610-11586813711OUT)
-%3%3%1%-%7%4%-%4%4%3%3%3%2%4%5%4%

c

NET: Business Mail
(previously known as

-1*-****1*1*1*-*1Cleanmail)
-%*%*%-%5%*%*%*%*%*%*%*%*%*%-%*%*%

NET: Publishing Mail
(previously known as

-----------------Presstream)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-222--2-22222-2-2NET: Walksort
-%1%3%3%-%-%1%-%1%2%1%1%1%-%3%-%1%

a

***--**********-*NET: PPI
*%*%*%-%-%*%*%*%*%*%*%*%*%*%*%-%*%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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QV8. Do you use any of the following Royal Mail products to send your bulk mailings?
Base: All respondents who send bulk mail (Q1 and Q2)

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbac*b*abaSignificance Level: 95%
3521447372901881294237294269291261624216238298Unweighted total
3020541332691793273227272243271254613180214277Weighted total

Royal Mail
48™(Previously known

*3-333-333333--333as Packetsort)
1%1%-%8%1%2%-%1%1%1%1%1%1%-%-%2%1%1%

ab

Royal Mail 24™
(Previously known as

*3-333-333333--333Packetpost)
1%1%-%8%1%2%-%1%1%1%1%1%1%-%-%2%1%1%

ab

2---22-222222--222Walksort 2nd Class
8%-%-%-%1%1%-%1%1%1%1%1%1%-%-%1%1%1%

b

Business Mail 1st Class
(previously Cleanmail

-*****-******--***Plus)
-%*%1%1%*%*%-%*%*%*%*%*%*%-%-%*%*%*%

-**-**-*****--****PPI 2nd Class
-%*%*%-%*%*%-%*%*%*%*%*%-%-%2%*%*%*%

Business Mail
-*--*--******--***(previously Cleanmail)
-%*%-%-%*%-%-%*%*%*%*%*%*%-%-%*%*%*%

--*-**-*****--****PPI 1st Class
-%-%*%-%*%*%-%*%*%*%*%*%-%-%1%*%*%*%

Business Mail Advance
(previously Cleanmail

------------------Advance)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Publishing Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Publishing Mail Profile
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Publishing Mail Premium
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Royal Mail International
------------------Bulk Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Big Book and Royal Mail
------------------Heavyweight
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Walksort 1st Class
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Sustainable Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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QV8. Do you use any of the following Royal Mail products to send your bulk mailings?
Base: All respondents who send bulk mail (Q1 and Q2)



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbac*b*abaSignificance Level: 95%
3521447372901881294237294269291261624216238298Unweighted total
3020541332691793273227272243271254613180214277Weighted total

MarketReach (previously
------------------known as) Mail Media
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Other (DO NOT READ OUT,
*41153-545555-*425PLEASE SPECIFY)
1%2%1%2%2%2%-%2%2%2%2%2%2%-%1%2%1%2%

None of these (DO NOT
2718839272471613251208250221249233612166198255READ OUT)
90%92%95%82%92%90%100%92%91%92%91%92%92%100%97%92%93%92%

c

Don't Know (DO NOT READ
-1012109-11911111110--4711OUT)
-%5%2%7%4%5%-%4%4%4%4%4%4%-%-%2%3%4%

NET: Business Mail
(previously known as

-***1*-111111--1*1Cleanmail)
-%*%1%1%*%*%-%*%*%*%*%*%*%-%-%*%*%*%

NET: Publishing Mail
(previously known as

------------------Presstream)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2---22-222222--222NET: Walksort
8%-%-%-%1%1%-%1%1%1%1%1%1%-%-%1%1%1%

b

-**-**-*****--****NET: PPI
-%*%*%-%*%*%-%*%*%*%*%*%-%-%2%*%*%*%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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QV8. Do you use any of the following Royal Mail products to send your bulk mailings?
Base: All respondents who send bulk mail (Q1 and Q2)

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

b*aba*ba*babac*b*aSignificance Level: 95%
44112395714251242741111872591325298Unweighted total
4032195711234272501101672431219277Weighted total

Royal Mail
48™(Previously known

*--33--3-33-*3as Packetsort)
1%-%-%5%25%-%-%1%-%2%1%-%2%1%

b

Royal Mail 24™
(Previously known as

*--33--3-33-*3Packetpost)
1%-%-%5%25%-%-%1%-%2%1%-%2%1%

b

---2---2-2-2-2Walksort 2nd Class
-%-%-%4%-%-%-%1%-%1%-%20%-%1%

b

Business Mail 1st Class
(previously Cleanmail

*-*--*-**-*-**Plus)
1%-%*%-%-%*%-%*%*%-%*%-%1%*%

-**--*-*-**-**PPI 2nd Class
-%3%*%-%-%*%-%*%-%*%*%-%*%*%

Business Mail
---**--**-*--*(previously Cleanmail)
-%-%-%*%2%-%-%*%*%-%*%-%-%*%

-**--*-*-*--**PPI 1st Class
-%3%*%-%-%*%-%*%-%*%-%-%*%*%

Business Mail Advance
(previously Cleanmail

--------------Advance)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Publishing Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Publishing Mail Profile
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Publishing Mail Premium
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Royal Mail International
--------------Bulk Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Big Book and Royal Mail
--------------Heavyweight
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Walksort 1st Class
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Sustainable Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Produced by OLR
OFC1885
Issue date: 18/01/16

Ofcom; Business Postal Tracker
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QV8. Do you use any of the following Royal Mail products to send your bulk mailings?
Base: All respondents who send bulk mail (Q1 and Q2)



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

b*aba*ba*babac*b*aSignificance Level: 95%
44112395714251242741111872591325298Unweighted total
4032195711234272501101672431219277Weighted total

MarketReach (previously
--------------known as) Mail Media
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Other (DO NOT READ OUT,
*141*3-5414-15PLEASE SPECIFY)
1%22%2%1%2%1%-%2%3%1%2%-%4%2%

None of these (DO NOT
362204518221262281021532251017255READ OUT)
90%75%93%89%72%94%98%91%92%92%93%80%91%92%

Don't Know (DO NOT READ
3-10--10*104711-*11OUT)
7%-%5%-%-%4%2%4%4%4%4%-%*%4%

NET: Business Mail
(previously known as

*-****-11-*-*1Cleanmail)
1%-%*%*%2%*%-%*%1%-%*%-%1%*%

NET: Publishing Mail
(previously known as

--------------Presstream)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---2---2-2-2-2NET: Walksort
-%-%-%4%-%-%-%1%-%1%-%20%-%1%

b

-**--*-*-**-**NET: PPI
-%3%*%-%-%*%-%*%-%*%*%-%*%*%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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QV8. Do you use any of the following Royal Mail products to send your bulk mailings?
Base: All respondents who send bulk mail (Q1 and Q2)

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthother main provider

JunMayAprMarFebJanDissatisfiedSatisfiedTOTAL

cb*acba*baSignificance Level: 95%
993427465141-47298Unweighted total

1002922494434-36277Weighted total

Royal Mail
48™(Previously known

*3-----*3as Packetsort)
*%9%-%-%-%-%-%1%1%

c

Royal Mail 24™
(Previously known as

*3-----*3Packetpost)
*%9%-%-%-%-%-%1%1%

c

----2---2Walksort 2nd Class
-%-%-%-%5%-%-%-%1%

Business Mail 1st Class
(previously Cleanmail

**-----**Plus)
*%1%-%-%-%-%-%1%*%

--*-*--**PPI 2nd Class
-%-%*%-%*%-%-%*%*%

Business Mail
-----*--*(previously Cleanmail)
-%-%-%-%-%1%-%-%*%

--*----**PPI 1st Class
-%-%*%-%-%-%-%*%*%

Business Mail Advance
(previously Cleanmail

---------Advance)
-%-%-%-%-%-%-%-%-%

---------Publishing Mail
-%-%-%-%-%-%-%-%-%

---------Publishing Mail Profile
-%-%-%-%-%-%-%-%-%

---------Publishing Mail Premium
-%-%-%-%-%-%-%-%-%

Royal Mail International
---------Bulk Mail
-%-%-%-%-%-%-%-%-%

Big Book and Royal Mail
---------Heavyweight
-%-%-%-%-%-%-%-%-%

---------Walksort 1st Class
-%-%-%-%-%-%-%-%-%

---------Sustainable Mail
-%-%-%-%-%-%-%-%-%

MarketReach (previously
---------known as) Mail Media
-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c

Produced by OLR
OFC1885
Issue date: 18/01/16

Ofcom; Business Postal Tracker
Table 49  (continuation)                                                                                                                                                                        Page 584

QV8. Do you use any of the following Royal Mail products to send your bulk mailings?
Base: All respondents who send bulk mail (Q1 and Q2)



Satisfaction with
MonthMonthother main provider

JunMayAprMarFebJanDissatisfiedSatisfiedTOTAL

cb*acba*baSignificance Level: 95%
993427465141-47298Unweighted total

1002922494434-36277Weighted total

Other (DO NOT READ OUT,
-1*31*-15PLEASE SPECIFY)
-%2%1%6%1%1%-%3%2%

None of these (DO NOT
992517423833-31255READ OUT)
99%86%77%87%87%98%-%86%92%

b

Don't Know (DO NOT READ
*1532--311OUT)
*%2%21%6%5%-%-%8%4%

NET: Business Mail
(previously known as

**---*-*1Cleanmail)
*%1%-%-%-%1%-%1%*%

NET: Publishing Mail
(previously known as

---------Presstream)
-%-%-%-%-%-%-%-%-%

----2---2NET: Walksort
-%-%-%-%5%-%-%-%1%

--*-*--**NET: PPI
-%-%*%-%*%-%-%*%*%

Columns Tested: a,b - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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QV8. Do you use any of the following Royal Mail products to send your bulk mailings?
Base: All respondents who send bulk mail (Q1 and Q2)

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
60621131064886837100Unweighted total
712748491374133984Weighted total

5-*---22--*--6Yes
7%-%6%-%-%-%25%18%-%-%3%-%-%7%

59264847874103871No
84%100%79%88%100%100%75%63%100%100%79%94%84%84%

6-11---2--2*18Don't know
9%-%15%12%-%-%-%18%-%-%18%6%16%10%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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QV8 Do you use any of the following Royal Mail products to send your bulk mailings?
Unsorted bulk mail Letters and Large Letters
Base: All RM who send letter, large lettes, parcels and packets (Q4)

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

bae*d*c*bag*f*e*d*c*b*aSignificance Level: 95%
643634762166464217296100Unweighted total
552972147741417617384Weighted total

5**--*53-2--*-6Yes
9%1%5%-%-%9%7%7%-%14%-%-%5%-%7%

442662136533412617371No
81%90%87%100%92%81%84%80%100%71%100%100%95%100%84%

531-**75-2----8Don't know
10%9%7%-%8%10%10%13%-%15%-%-%-%-%10%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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QV8 Do you use any of the following Royal Mail products to send your bulk mailings?
Unsorted bulk mail Letters and Large Letters
Base: All RM who send letter, large lettes, parcels and packets (Q4)

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*bacb*aba*d*c*baSignificance Level: 95%
159141817353851113862381231100Unweighted total
2147189392944112955*573084Weighted total

2---*-35*-5*----6Yes
100%-%-%-%2%-%7%17%1%-%17%1%-%-%-%-%7%

ba

-*45149362139112150*273071No
-%45%97%67%75%93%93%71%89%100%71%91%76%48%88%100%84%

cb

-1*241-44-44*21-8Don't know
-%55%3%33%23%7%-%12%10%-%12%8%24%52%12%-%10%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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QV8 Do you use any of the following Royal Mail products to send your bulk mailings?
Unsorted bulk mail Letters and Large Letters
Base: All RM who send letter, large lettes, parcels and packets (Q4)

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*ba*ba*ba*e*d*c*baSignificance Level: 95%
-28721387991534751100Unweighted total
-295617671272224123784Weighted total

-512323--*236Yes
-%17%1%14%5%20%4%-%-%9%20%8%7%

-21501456961121103271No
-%73%89%85%84%80%85%65%100%35%80%86%84%

-35*8-81-2-38Don't know
-%10%9%1%12%-%11%35%-%56%-%7%10%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c
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QV8 Do you use any of the following Royal Mail products to send your bulk mailings?
Unsorted bulk mail Letters and Large Letters
Base: All RM who send letter, large lettes, parcels and packets (Q4)

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*cbac*bagfedcbac*baSignificance Level: 95%
20994833136813110055987795342145100Unweighted total
16843823*336127844682607725174284Weighted total

563--663666633-36Yes
31%7%8%-%-%17%9%12%7%12%7%9%4%11%-%7%7%

c

8713121*255221713768506617173771No
51%84%83%89%100%75%86%78%84%81%83%84%85%67%100%87%84%

c

3833-333838485-38Don't know
18%10%9%11%-%9%5%11%10%7%10%7%10%22%-%6%10%

a
Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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QV8 Do you use any of the following Royal Mail products to send your bulk mailings?
Unsorted bulk mail Letters and Large Letters
Base: All RM who send letter, large lettes, parcels and packets (Q4)

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*cb*a*cba*fedcbac*b*abaSignificance Level: 95%
87715149469-987997889787-87378100Unweighted total

10601597653-815980698068-9586384Weighted total

-32*63-636663-3366Yes
-%5%16%4%7%5%-%7%5%7%8%7%4%-%32%5%9%7%

9491286344-685167576757-6475471No
99%83%79%90%82%82%-%83%85%83%83%83%84%-%68%81%85%84%

*71187-868688--848Don't know
1%12%6%6%10%13%-%10%10%10%9%10%12%-%-%14%6%10%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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QV8 Do you use any of the following Royal Mail products to send your bulk mailings?
Unsorted bulk mail Letters and Large Letters
Base: All RM who send letter, large lettes, parcels and packets (Q4)

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*ab*a*ba*babac*b*aSignificance Level: 95%
1557426877496326884610100Unweighted total
134592595857925596941184Weighted total

--5**3-6333-26Yes
-%-%9%2%5%5%-%7%11%5%5%-%21%7%

12250215525662051584971No
97%42%84%83%59%88%100%83%78%87%84%100%79%84%

*24434-8358-*8Don't know
3%58%7%16%36%7%-%10%12%9%11%-%1%10%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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Table 50  (continuation)                                                                                                                                                                        Page 592

QV8 Do you use any of the following Royal Mail products to send your bulk mailings?
Unsorted bulk mail Letters and Large Letters
Base: All RM who send letter, large lettes, parcels and packets (Q4)

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
Monthother main provider

DecNovOctDissatisfiedSatisfiedTOTAL

c*ba*b*aSignificance Level: 95%
411742115100Unweighted total
371928*1384Weighted total

-23--6Yes
-%13%11%-%-%7%

c

321623*1371No
86%87%80%100%97%84%

5*3-*8Don't know
14%1%9%-%3%10%

Columns Tested: a,b - a,b,c
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QV8 Do you use any of the following Royal Mail products to send your bulk mailings?
Unsorted bulk mail Letters and Large Letters
Base: All RM who send letter, large lettes, parcels and packets (Q4)

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
60621131064886837100Unweighted total
712748491374133984Weighted total

5-111-2-*-*--6Yes
7%-%8%12%18%-%25%-%7%-%3%-%-%7%

582637471054103869No
82%100%77%75%82%100%75%79%75%100%79%94%84%82%

8-11---31-2*110Don't know
11%-%15%12%-%-%-%21%18%-%18%6%16%11%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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QV8 Do you use any of the following Royal Mail products to send your bulk mailings?
Sorted bulk Letters and Large Letters
Base: All RM who send letter, large lettes, parcels and packets (Q4)

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

bae*d*c*bag*f*e*d*c*b*aSignificance Level: 95%
643634762166464217296100Unweighted total
552972147741417617384Weighted total

511**143-**-*16Yes
9%3%18%7%8%26%6%8%-%1%7%-%5%40%7%

a

442551136432414616269No
81%84%69%93%56%64%83%78%100%85%93%100%79%60%82%

641-**96-2--1-10Don't know
10%13%13%-%36%10%11%14%-%15%-%-%17%-%11%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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QV8 Do you use any of the following Royal Mail products to send your bulk mailings?
Sorted bulk Letters and Large Letters
Base: All RM who send letter, large lettes, parcels and packets (Q4)

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*bacb*aba*d*c*baSignificance Level: 95%
159141817353851113862381231100Unweighted total
2147189392944112955*573084Weighted total

-**111431133****6Yes
-%11%6%9%3%6%9%10%3%12%10%5%24%5%6%1%7%

2*34138342138102148*262869No
100%34%83%58%73%88%88%72%87%88%72%87%52%43%83%94%82%

-1*241154-54*21110Don't know
-%55%11%33%23%7%3%18%10%-%18%8%24%52%12%4%11%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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QV8 Do you use any of the following Royal Mail products to send your bulk mailings?
Sorted bulk Letters and Large Letters
Base: All RM who send letter, large lettes, parcels and packets (Q4)

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*ba*ba*ba*e*d*c*baSignificance Level: 95%
-28721387991534751100Unweighted total
-295617671272224123784Weighted total

-424242--*416Yes
-%13%4%21%3%30%3%-%-%9%30%3%7%

-2148125786112183269No
-%73%86%70%85%70%84%41%100%35%70%87%82%

-4518-101-2-410Don't know
-%15%10%8%12%-%13%59%-%56%-%10%11%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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QV8 Do you use any of the following Royal Mail products to send your bulk mailings?
Sorted bulk Letters and Large Letters
Base: All RM who send letter, large lettes, parcels and packets (Q4)

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*cbac*bagfedcbac*baSignificance Level: 95%
20994833136813110055987795342145100Unweighted total
16843823*336127844682607725174284Weighted total

363*-564656531-56Yes
17%7%9%1%-%14%9%16%7%10%7%9%4%3%-%12%7%

a

10693120*245019693766496418153569No
62%82%82%88%100%72%83%69%82%81%81%82%84%74%93%82%82%

31043-4541041061061310Don't know
20%11%10%11%-%14%8%15%11%9%12%10%13%23%7%6%11%

a
Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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QV8 Do you use any of the following Royal Mail products to send your bulk mailings?
Sorted bulk Letters and Large Letters
Base: All RM who send letter, large lettes, parcels and packets (Q4)

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*cb*a*cba*fedcbac*b*abaSignificance Level: 95%
87715149469-987997889787-87378100Unweighted total

10601597653-815980698068-9586384Weighted total

-42164-666665-*346Yes
-%6%13%9%8%8%-%7%9%7%8%7%8%-%5%5%7%7%

9471276141-664765556553-8455369No
99%80%79%85%80%76%-%81%79%81%80%81%78%-%95%78%85%82%

*81198-107108109--10510Don't know
1%14%8%6%12%16%-%12%12%12%11%12%14%-%-%17%8%11%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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QV8 Do you use any of the following Royal Mail products to send your bulk mailings?
Sorted bulk Letters and Large Letters
Base: All RM who send letter, large lettes, parcels and packets (Q4)

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*ab*a*ba*babac*b*aSignificance Level: 95%
1557426877496326884610100Unweighted total
134592595857925596941184Weighted total

--42-6-6236*-6Yes
-%-%7%7%-%10%-%7%10%5%8%6%-%7%

122492064746520495431169No
97%42%83%78%64%80%76%82%79%83%79%94%96%82%

*2643618379-*10Don't know
3%58%10%16%36%10%24%11%12%11%13%-%4%11%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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QV8 Do you use any of the following Royal Mail products to send your bulk mailings?
Sorted bulk Letters and Large Letters
Base: All RM who send letter, large lettes, parcels and packets (Q4)

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
Monthother main provider

DecNovOctDissatisfiedSatisfiedTOTAL

c*ba*b*aSignificance Level: 95%
411742115100Unweighted total
371928*1384Weighted total

2*4--6Yes
5%2%13%-%-%7%

301821*1369No
81%97%72%100%97%82%

5*4-*10Don't know
14%1%15%-%3%11%

Columns Tested: a,b - a,b,c

Ofcom; Business Postal Tracker
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QV8 Do you use any of the following Royal Mail products to send your bulk mailings?
Sorted bulk Letters and Large Letters
Base: All RM who send letter, large lettes, parcels and packets (Q4)

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
60621131064886837100Unweighted total
712748491374133984Weighted total

*---*--------*Yes
*%-%-%-%3%-%-%-%-%-%-%-%-%*%

642648491174103876No
90%100%85%88%97%100%100%82%100%100%79%94%84%90%

7-11---2--3*18Don't know
10%-%15%12%-%-%-%18%-%-%21%6%16%10%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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QV8 Do you use any of the following Royal Mail products to send your bulk mailings?
Royal Mail Wholesale Access
Base: All RM who send letter, large lettes, parcels and packets (Q4)

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

bae*d*c*bag*f*e*d*c*b*aSignificance Level: 95%
643634762166464217296100Unweighted total
552972147741417617384Weighted total

-**--*----*---*Yes
-%1%3%-%-%6%-%-%-%-%4%-%-%-%*%

502662137035414617376No
90%89%84%100%92%76%90%87%100%85%96%100%95%100%90%

531-*175-2--*-8Don't know
10%10%13%-%8%19%10%13%-%15%-%-%5%-%10%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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QV8 Do you use any of the following Royal Mail products to send your bulk mailings?
Royal Mail Wholesale Access
Base: All RM who send letter, large lettes, parcels and packets (Q4)

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*bacb*aba*d*c*baSignificance Level: 95%
159141817353851113862381231100Unweighted total
2147189392944112955*573084Weighted total

--*-----*--*-*--*Yes
-%-%6%-%-%-%-%-%1%-%-%*%-%5%-%-%*%

2*35149392539112550*273076No
100%45%83%67%77%93%100%87%89%100%87%91%76%43%88%100%90%

-1*241-44-44*21-8Don't know
-%55%11%33%23%7%-%13%10%-%13%8%24%52%12%-%10%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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QV8 Do you use any of the following Royal Mail products to send your bulk mailings?
Royal Mail Wholesale Access
Base: All RM who send letter, large lettes, parcels and packets (Q4)

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*ba*ba*ba*e*d*c*baSignificance Level: 95%
-28721387991534751100Unweighted total
-295617671272224123784Weighted total

--*-*-*----**Yes
-%-%*%-%*%-%*%-%-%-%-%1%*%

-255017591264122123476No
-%89%90%99%87%100%88%65%100%44%100%92%90%

-35*8-81-2-38Don't know
-%11%9%1%12%-%12%35%-%56%-%8%10%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c
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QV8 Do you use any of the following Royal Mail products to send your bulk mailings?
Royal Mail Wholesale Access
Base: All RM who send letter, large lettes, parcels and packets (Q4)

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*cbac*bagfedcbac*baSignificance Level: 95%
20994833136813110055987795342145100Unweighted total
16843823*336127844682607725174284Weighted total

-*---****-***--**Yes
-%*%-%-%-%1%*%1%*%-%*%*%*%-%-%1%*%

13753421*305724764373556819174076No
80%90%90%89%100%89%94%87%90%93%89%92%89%77%100%93%90%

c

3843-343838586-38Don't know
20%10%10%11%-%10%6%12%10%7%10%8%11%23%-%6%10%

a
Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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QV8 Do you use any of the following Royal Mail products to send your bulk mailings?
Royal Mail Wholesale Access
Base: All RM who send letter, large lettes, parcels and packets (Q4)

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*cb*a*cba*fedcbac*b*abaSignificance Level: 95%
87715149469-987997889787-87378100Unweighted total

10601597653-815980698068-9586384Weighted total

-*--*--*-****---**Yes
-%*%-%-%*%-%-%*%-%*%*%*%*%-%-%-%*%*%

9521486846-735472627259-9495976No
99%87%94%94%89%86%-%89%90%89%90%89%87%-%100%85%93%90%

*71187-868688--848Don't know
1%12%6%6%11%14%-%10%10%10%9%10%12%-%-%15%7%10%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
Table 52  (continuation)                                                                                                                                                                        Page 607

QV8 Do you use any of the following Royal Mail products to send your bulk mailings?
Royal Mail Wholesale Access
Base: All RM who send letter, large lettes, parcels and packets (Q4)

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*ab*a*ba*babac*b*aSignificance Level: 95%
1557426877496326884610100Unweighted total
134592595857925596941184Weighted total

--*--*-**-*--*Yes
-%-%*%-%-%*%-%*%1%-%*%-%-%*%

121542265457022536141176No
97%34%92%84%64%92%100%89%88%91%88%100%99%90%

*34434-8358-*8Don't know
3%66%8%16%36%7%-%11%12%9%12%-%1%10%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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QV8 Do you use any of the following Royal Mail products to send your bulk mailings?
Royal Mail Wholesale Access
Base: All RM who send letter, large lettes, parcels and packets (Q4)

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
Monthother main provider

DecNovOctDissatisfiedSatisfiedTOTAL

c*ba*b*aSignificance Level: 95%
411742115100Unweighted total
371928*1384Weighted total

--*--*Yes
-%-%1%-%-%*%

321925*1376No
86%99%89%100%97%90%

5*3-*8Don't know
14%1%11%-%3%10%

Columns Tested: a,b - a,b,c
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QV8 Do you use any of the following Royal Mail products to send your bulk mailings?
Royal Mail Wholesale Access
Base: All RM who send letter, large lettes, parcels and packets (Q4)

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
734143167156827882106907164100611200Unweighted total

103250615784931821888670134123721200Weighted total

100449595380921741858470129121691165Letters
97%97%98%94%96%98%96%99%97%100%96%99%95%97%

jj

Other everyday
correspondence, such as
invoices, one off bills

91746565279851561717462112110691072etc.
89%92%92%92%94%91%86%91%86%89%83%90%95%89%

cccc

Advertising and
promotional material,
such as catalogues,
brochures and direct

87244555174781671467361107104621022mail
84%88%90%90%88%84%92%77%85%88%80%84%86%85%

fcfcfcf

8414451506970154148655811410756986Large letters
82%87%84%88%82%76%85%79%75%82%85%87%78%82%

eheheh

Publications, such as
magazines, periodicals,

827434944697314215668561099758962customer newsletters
80%85%80%76%82%78%78%83%79%80%81%79%80%80%

803374745647414215663511038961933Parcels and packets
78%74%78%79%76%79%78%83%74%73%77%73%85%78%

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

59931383552541101184837677143704customer packs etc
58%63%63%61%62%58%60%63%55%53%50%58%59%59%

Order fulfilment
(sending ordered goods

464182727463978913827625133536to customers)
45%36%44%47%54%42%43%48%45%38%47%41%46%45%

dl

Goods / business
supplies / large packets

--------------ordered via lorry
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Legal / accounts
--------------documents / tax forms
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Refused
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

5-*---2---3--5None of these
*%-%*%-%-%-%1%-%-%-%2%-%-%*%

5-*-1--2-1---5Other
*%-%1%-%1%-%-%1%-%2%-%-%-%*%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
OFC1885
Issue date: 18/01/16
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QV9a. Which of the following types of mail does your organisation regularly receive at your location?
Base: All respondents



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
734143167156827882106907164100611200Unweighted total

103250615784931821888670134123721200Weighted total

1---1--------1Don't know
*%-%-%-%1%-%-%-%-%-%-%-%-%*%

m

NET: (Large) Letters,
101749615681931771888470131121721184Parcels and packets

99%98%100%99%97%100%97%100%97%100%98%99%100%99%

i

100649585681931741888569129117701170NET: Other mail
97%99%96%98%97%100%96%100%99%98%96%95%98%97%

bgk

6-*-1-2---3--6NET: None / DK / Ref
1%-%*%-%1%-%1%-%-%-%2%-%-%1%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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QV9a. Which of the following types of mail does your organisation regularly receive at your location?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

baedcbagfed*cbaSignificance Level: 95%
68551529250581849084865428095161161191200Unweighted total
62357748893011524625930989161031191200Weighted total

60456147893011184505730384151031161165Letters
97%97%98%97%100%98%97%97%96%98%94%93%100%97%97%

dd

Other everyday
correspondence, such as
invoices, one off bills

5635094589281028401512767915991141072etc.
90%88%93%90%97%92%89%87%87%89%89%90%96%96%89%

efgefg

Advertising and
promotional material,
such as catalogues,
brochures and direct

542481448927979388422598015941061022mail
87%83%91%93%94%90%85%84%72%84%90%90%91%89%85%

afffefgf

5094764489279423745325768149494986Large letters
82%83%92%91%97%91%82%81%90%83%77%85%90%78%82%

aaadadg

Publications, such as
magazines, periodicals,

49846441882592037143233761689102962customer newsletters
80%80%86%91%88%84%80%80%73%75%85%97%86%85%80%

aeefe

4744594178268923413726163139591933Parcels and packets
76%80%86%87%90%85%77%74%63%84%70%82%92%76%78%

aaaadfgadefg

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

3673373257206722563819453107067704customer packs etc
59%58%66%57%74%66%58%55%64%63%59%61%67%56%59%

aaagg

Order fulfilment
(sending ordered goods

252284244615512215151283985250536to customers)
40%49%50%45%59%48%44%47%26%41%43%52%50%42%45%

bafffff

Goods / business
supplies / large packets

---------------ordered via lorry
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Legal / accounts
---------------documents / tax forms
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Refused
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Produced by OLR
OFC1885
Issue date: 18/01/16

Ofcom; Business Postal Tracker
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QV9a. Which of the following types of mail does your organisation regularly receive at your location?
Base: All respondents



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

baedcbagfed*cbaSignificance Level: 95%
68551529250581849084865428095161161191200Unweighted total
62357748893011524625930989161031191200Weighted total

23**--53-2----5None of these
*%*%*%1%-%-%*%1%-%1%-%-%-%-%*%

41----54--*-1-5Other
1%*%-%-%-%-%*%1%-%-%*%-%1%-%*%

1-----1------11Don't know
*%-%-%-%-%-%*%-%-%-%-%-%-%1%*%

g

NET: (Large) Letters,
61357147893011364565930685151031171184Parcels and packets

98%99%99%99%100%99%99%99%100%99%96%93%100%98%99%

ddd

60556547892911234505730186161011181170NET: Other mail
97%98%97%95%99%97%98%97%97%97%96%100%97%99%97%

43**--63-2---16NET: None / DK / Ref
1%*%*%1%-%-%1%1%-%1%-%-%-%1%1%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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QV9a. Which of the following types of mail does your organisation regularly receive at your location?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*gfedcbacbaba*dcbaSignificance Level: 95%
24362971472236063085893033088922985744791200Unweighted total
3163460142212712240622338240960564575801200Weighted total

3163460141203690233605328233932564565571165Letters
100%100%100%99%99%96%97%97%97%97%97%97%97%100%98%96%97%

Other everyday
correspondence, such as
invoices, one off bills

3163356127191630210570292210862559525041072etc.
100%99%96%93%89%90%88%88%92%86%88%90%91%92%91%87%89%

aa

Advertising and
promotional material,
such as catalogues,
brochures and direct

*163349118179611203536283203819557494911022mail
16%98%96%81%83%85%86%85%86%84%85%85%87%89%85%85%85%

abcdabcd

313315613017956020352825420378356049472986Large letters
100%78%89%94%91%84%79%85%85%75%85%81%97%94%86%81%82%

aabfabfaaa

Publications, such as
magazines, periodicals,

313265111716856920050825420076245750453962customer newsletters
100%77%75%84%82%79%80%83%82%75%83%79%77%90%88%78%80%

aaa

*15294711515155521348623421372046054436933Parcels and packets
16%93%85%78%81%71%78%89%78%69%89%75%78%93%95%75%78%

abdbbbabaaaa

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

*826338611642513738318413756644535343704customer packs etc
16%48%76%55%60%55%60%57%62%54%57%59%77%70%60%59%59%

abcdfa

Order fulfilment
(sending ordered goods

*101632629430813928611013939622830245536to customers)
16%61%47%53%43%44%43%58%46%32%58%41%40%44%51%42%45%

abcabaa

Goods / business
supplies / large packets

-----------------ordered via lorry
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Legal / accounts
-----------------documents / tax forms
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Refused
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----5*-5*-5---55None of these
-%-%-%-%-%2%*%-%1%*%-%1%-%-%-%1%*%

a
Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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QV9a. Which of the following types of mail does your organisation regularly receive at your location?
Base: All respondents



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*gfedcbacbaba*dcbaSignificance Level: 95%
24362971472236063085893033088922985744791200Unweighted total
3163460142212712240622338240960564575801200Weighted total

----*22*5-*5--145Other
-%-%-%-%*%1%*%*%1%-%*%1%-%-%2%1%*%

-----1--1--1----1Don't know
-%-%-%-%-%1%-%-%*%-%-%*%-%-%-%-%*%

NET: (Large) Letters,
3163460142205703236612337236948564575691184Parcels and packets

100%100%100%100%100%96%99%98%98%99%98%99%97%100%100%98%99%

bb

3163460135201701234604332234936563575621170NET: Other mail
100%99%100%99%95%94%98%98%97%98%98%97%98%98%100%97%97%

bc

-----6*-6*-6---56NET: None / DK / Ref
-%-%-%-%-%3%*%-%1%*%-%1%-%-%-%1%1%

ac

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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QV9a. Which of the following types of mail does your organisation regularly receive at your location?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cbababa*e*dcbaSignificance Level: 95%
142749111421057981101292642644921200Unweighted total

828690615310461071092242440634911200Weighted total

827588315110141071058212439554841165Letters
100%96%97%98%97%100%97%88%98%100%88%98%97%

bb

Other everyday
correspondence, such as
invoices, one off bills

725381113893497975151839504571072etc.
94%89%90%90%89%90%89%61%72%100%80%93%89%

bb

Advertising and
promotional material,
such as catalogues,
brochures and direct

725376213788593929182237514321022mail
94%88%84%90%85%87%85%76%88%94%82%88%85%

72477321338539589118213645428986Large letters
92%86%81%87%82%89%82%76%84%91%72%87%82%

abb

Publications, such as
magazines, periodicals,

72477081318319486818183450421962customer newsletters
89%86%78%85%79%87%79%77%72%85%80%86%80%

a

725766914478810682720243753433933Parcels and packets
89%90%74%94%75%99%76%85%100%94%85%88%78%

aaa

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

61855131006036663715112237330704customer packs etc
77%65%57%66%58%62%58%64%43%55%59%67%59%

a

Order fulfilment
(sending ordered goods

3159374854506846710162041250536to customers)
34%55%41%56%43%64%43%44%67%51%65%51%45%

aaaa

Goods / business
supplies / large packets

-------------ordered via lorry
-%-%-%-%-%-%-%-%-%-%-%-%-%

Legal / accounts
-------------documents / tax forms
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Refused
-%-%-%-%-%-%-%-%-%-%-%-%-%

-2323-5---2-5None of these
-%1%*%2%*%-%*%-%-%-%4%-%*%

aa
Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c
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QV9a. Which of the following types of mail does your organisation regularly receive at your location?
Base: All respondents



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cbababa*e*dcbaSignificance Level: 95%
142749111421057981101292642644921200Unweighted total

828690615310461071092242440634911200Weighted total

-414214----45Other
-%1%*%2%*%1%*%-%-%-%-%1%*%

aa

--1-1-1-----1Don't know
-%-%*%-%*%-%*%-%-%-%-%-%*%

NET: (Large) Letters,
828089615110331071076232439574911184Parcels and packets

100%98%99%98%99%100%99%95%100%100%92%100%99%

b

728288115010191071063222440584871170NET: Other mail
94%98%97%98%97%100%97%93%100%100%92%99%97%

b

-2424-6---2-6NET: None / DK / Ref
-%1%*%2%*%-%1%-%-%-%4%-%1%

a
Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c
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QV9a. Which of the following types of mail does your organisation regularly receive at your location?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
13311374213009342819259398523113273511043422066431200Unweighted total
10111324172866346788266361522111567010823252196431200Weighted total

9811044072835332775250351508108965910603132136261165Letters
97%98%98%99%92%96%98%94%97%97%98%98%98%96%97%97%97%

affffff

Other everyday
correspondence, such as
invoices, one off bills

941024388267530675723133047910186309922881915821072etc.
93%90%93%93%83%88%96%87%91%92%91%94%92%89%87%91%89%

aabcdefffcff

Advertising and
promotional material,
such as catalogues,
brochures and direct

8497336025632987012293164569565869292791965381022mail
83%86%86%90%45%86%89%86%87%87%86%87%86%86%89%84%85%

ac

919503692416300691222312455938613913267199507986Large letters
90%84%89%84%100%87%88%83%86%87%84%92%84%82%91%79%82%

bbacacdefgac

Publications, such as
magazines, periodicals,

889133522513285662221287443898565871276177500962customer newsletters
87%81%84%88%45%82%84%83%79%85%81%84%81%85%81%78%80%

aceaceacea

878843652476312626241287480870550842243176503933Parcels and packets
86%78%88%86%100%90%80%91%79%92%78%82%78%75%80%78%78%

bbabcegabcegac

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

576722681911221480159266335657425636190123384704customer packs etc
57%59%64%67%26%64%61%60%74%64%59%63%59%59%56%60%59%

abcdfgac

Order fulfilment
(sending ordered goods

58509223124221038517615226849628847814978304536to customers)
58%45%54%43%29%61%49%66%42%51%44%43%44%46%36%47%45%

bbcabeabcdegabcebb

Goods / business
supplies / large packets

-----------------ordered via lorry
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Legal / accounts
-----------------documents / tax forms
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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QV9a. Which of the following types of mail does your organisation regularly receive at your location?
Base: All respondents



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
13311374213009342819259398523113273511043422066431200Unweighted total
10111324172866346788266361522111567010823252196431200Weighted total

-----------------Refused
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-52--2-23252523-5None of these
-%*%1%-%-%1%-%1%1%*%*%*%*%1%1%-%*%

ggaa

1552-25244525*-55Other
1%*%1%1%-%*%1%1%1%1%*%*%*%*%-%1%*%

-11---1---1111--1Don't know
-%*%*%-%-%-%*%-%-%-%*%*%*%*%-%-%*%

NET: (Large) Letters,
10111214092866340782258356515110566510733172136401184Parcels and packets
100%99%98%100%100%98%99%97%99%99%99%99%99%98%97%100%99%

affffbc

9911034072826339781261355512108665810523162106301170NET: Other mail
98%97%98%99%100%98%99%98%98%98%97%98%97%97%96%98%97%

ac

-64--2123264643-6NET: None / DK / Ref
-%1%1%-%-%1%*%1%1%*%1%1%1%1%1%-%1%

aa
Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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QV9a. Which of the following types of mail does your organisation regularly receive at your location?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbac*babaSignificance Level: 95%
116931149183115572141169946117610171166108316667749011200Unweighted total
11891216516711497056117093311749861165109317627398831200Weighted total

1148901581661135692-114391711659771165106017617228601165Letters
97%98%96%100%99%98%-%98%98%99%99%100%97%100%99%98%97%97%

deebcde

Other everyday
correspondence, such as
invoices, one off bills

998231471601043645-10728731069931106397217566808001072etc.
84%90%89%96%91%91%-%92%94%91%94%91%89%100%92%92%91%89%

cabacace

Advertising and
promotional material,
such as catalogues,
brochures and direct

101783135151994640-10228461013890100793415486407701022mail
86%86%82%91%87%91%-%87%91%86%90%86%85%89%78%87%87%85%

baceace

93756133153965625-9788329869869778911753618753986Large letters
79%83%81%92%84%89%-%84%89%84%100%84%81%97%87%84%85%82%

bbaceacde

Publications, such as
magazines, periodicals,

98731129148928592-9628019518359478661554603718962customer newsletters
84%80%78%89%81%84%-%82%86%81%85%81%79%88%88%82%81%80%

baceac

94697139154906660-9289339238329178501248564685933Parcels and packets
80%76%84%92%79%94%-%79%100%79%84%79%78%70%78%76%78%78%

bbbabceace

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

5854598110690471-7046016996286986341437445546704customer packs etc
49%60%59%66%60%67%-%60%64%60%64%60%58%82%61%60%62%59%

cbacec

Order fulfilment
(sending ordered goods

4741867108517341-536477524458519484531329379536to customers)
40%46%41%65%45%48%-%46%51%45%46%45%44%29%50%45%43%45%

ababce

Goods / business
supplies / large packets

------------------ordered via lorry
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Legal / accounts
------------------documents / tax forms
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Refused
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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QV9a. Which of the following types of mail does your organisation regularly receive at your location?
Base: All respondents



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbac*babaSignificance Level: 95%
116931149183115572141169946117610171166108316667749011200Unweighted total
11891216516711497056117093311749861165109317627398831200Weighted total

-*3---5-----5--235None of these
-%*%2%-%-%-%81%-%-%-%-%-%*%-%-%*%*%*%

b

-32252-525355--555Other
-%*%1%1%*%*%-%*%*%*%*%*%*%-%-%1%1%*%

-1----1-----1--111Don't know
-%*%-%-%-%-%19%-%-%-%-%-%*%-%-%*%*%*%

NET: (Large) Letters,
1189011621671149705-116093311749861165107917627308741184Parcels and packets
100%99%98%100%100%100%-%99%100%100%100%100%99%100%100%99%99%99%

eeee

1118971591671128697-117092811509781143106617597248601170NET: Other mail
95%98%96%100%98%99%-%100%99%98%99%98%98%100%96%98%97%97%

cabcdacac

-13---6-----6--446NET: None / DK / Ref
-%*%2%-%-%-%100%-%-%-%-%-%1%-%-%*%*%1%

b
Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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QV9a. Which of the following types of mail does your organisation regularly receive at your location?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

bababababacbaSignificance Level: 95%
1714596222359960941106480720102967991200Unweighted total
167379742186893811110894737271026651031200Weighted total

15936944213689051071059451714100364931165Letters
95%97%97%98%100%96%96%97%95%98%98%99%90%97%

baa

Other everyday
correspondence, such as
invoices, one off bills

146348681975983910596839567792862791072etc.
88%92%89%90%87%89%94%89%84%93%90%96%76%89%

baa

Advertising and
promotional material,
such as catalogues,
brochures and direct

15128818197557969393038963387759811022mail
90%76%84%90%80%85%83%85%82%87%85%91%78%85%

abba

1433378219758744888983696178445383986Large letters
86%88%80%90%86%79%79%82%78%85%82%82%81%82%

bb

Publications, such as
magazines, periodicals,

1403577418150748838793576058285474962customer newsletters
84%96%80%83%73%80%74%81%75%83%81%84%71%80%

bba

1473374418248733698643415927835887933Parcels and packets
88%91%76%84%71%78%62%79%72%81%76%90%84%78%

bbbc

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

1102156713033547636412414636073658704customer packs etc
66%58%58%60%49%58%57%59%51%64%59%56%56%59%

b

Order fulfilment
(sending ordered goods

852340712536421374991943424393066536to customers)
51%62%42%57%53%45%33%46%41%47%43%46%64%45%

bbbbc

Goods / business
supplies / large packets

--------------ordered via lorry
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Legal / accounts
--------------documents / tax forms
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Refused
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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QV9a. Which of the following types of mail does your organisation regularly receive at your location?
Base: All respondents



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

bababababacbaSignificance Level: 95%
1714596222359960941106480720102967991200Unweighted total
167379742186893811110894737271026651031200Weighted total

2-5--5-5233-25None of these
1%-%1%-%-%1%-%*%*%*%*%-%2%*%

c

4*3223-5414-15Other
2%1%*%1%3%*%-%*%1%*%*%-%1%*%

a

--1--1-1-11--1Don't know
-%-%*%-%-%*%-%*%-%*%*%-%-%*%

NET: (Large) Letters,
16236959217689221111073461723101765971184Parcels and packets

97%97%98%99%100%98%99%99%98%99%99%100%94%99%

baa

16237946217679111081062457713100263991170NET: Other mail
97%100%97%99%98%97%97%98%97%98%98%98%96%97%

2-6--6-6244-26NET: None / DK / Ref
1%-%1%-%-%1%-%1%*%1%*%-%2%1%

c
Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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QV9a. Which of the following types of mail does your organisation regularly receive at your location?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthMonthother main provider

DecNovOctJunMayAprMarFebJanDissatisfiedSatisfiedTOTAL

cbacbacba*baSignificance Level: 95%
141112144245956012317011041881200Unweighted total
145132120247975614116210061751200Weighted total

14212911623789561401609561681165Letters
98%98%96%96%92%99%99%99%95%100%96%97%

a

Other everyday
correspondence, such as
invoices, one off bills

11911910621478541351569161531072etc.
82%90%88%87%80%96%96%96%91%100%87%89%

bc

Advertising and
promotional material,
such as catalogues,
brochures and direct

11510910920183511301457951561022mail
79%83%90%82%86%90%92%90%80%77%89%85%

caa

114101971908546127143826152986Large letters
78%77%81%77%88%82%90%88%83%100%87%82%

c

Publications, such as
magazines, periodicals,

1181091021947546120127705152962customer newsletters
82%83%85%79%77%81%85%78%70%77%87%80%

a

10895881817852118138756157933Parcels and packets
75%72%73%73%80%92%84%85%75%100%90%78%

bca

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

83636715565467588613113704customer packs etc
57%48%56%63%67%81%53%54%61%40%65%59%

c

Order fulfilment
(sending ordered goods

5287491023325746647689536to customers)
36%66%41%42%34%45%52%40%47%97%51%45%

acb

Goods / business
supplies / large packets

------------ordered via lorry
-%-%-%-%-%-%-%-%-%-%-%-%

Legal / accounts
------------documents / tax forms
-%-%-%-%-%-%-%-%-%-%-%-%

------------Refused
-%-%-%-%-%-%-%-%-%-%-%-%

--23------25None of these
-%-%2%1%-%-%-%-%-%-%1%*%

Columns Tested: a,b - a,b,c - a,b,c - a,b,c
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QV9a. Which of the following types of mail does your organisation regularly receive at your location?
Base: All respondents



Satisfaction with
MonthMonthMonthother main provider

DecNovOctJunMayAprMarFebJanDissatisfiedSatisfiedTOTAL

cbacbacba*baSignificance Level: 95%
141112144245956012317011041881200Unweighted total
145132120247975614116210061751200Weighted total

5--*------45Other
3%-%-%*%-%-%-%-%-%-%2%*%

a

---1-------1Don't know
-%-%-%*%-%-%-%-%-%-%-%*%

NET: (Large) Letters,
145130118239935614016210061701184Parcels and packets
100%99%98%97%96%100%100%100%100%100%97%99%

13313011723895561411629861711170NET: Other mail
92%99%97%97%98%99%100%100%99%100%97%97%

c

--24------26NET: None / DK / Ref
-%-%2%2%-%-%-%-%-%-%1%1%

Columns Tested: a,b - a,b,c - a,b,c - a,b,c
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QV9a. Which of the following types of mail does your organisation regularly receive at your location?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
71514016314879767910488706299581166Unweighted total

100449595380921741858470129121691165Weighted total

96446585280901701807870110118681119Standard delivery
96%95%97%97%100%98%97%97%94%100%85%97%100%96%

cccccelccccelcc

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

164712128102738128281913195system)
16%14%21%22%10%11%16%20%14%12%22%16%19%17%

hi

Urgent delivery (send /
receive mail that needs

1002664515235225138115to arrive rapidly)
10%4%10%12%5%6%8%12%5%3%19%11%12%10%

dldldldehilmd

96646961326451895112International delivery
10%13%7%12%11%7%7%14%5%6%14%8%8%10%

e

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

8145564102234187894day delivery)
8%7%8%10%7%4%6%12%4%6%14%6%11%8%

eeh

-14-----------14Cross-Border Delivery
-%28%-%-%-%-%-%-%-%-%-%-%-%1%

abcdefgh

ijkm

3*--1---1*---3Other (PLEASE SPECIFY)
*%1%-%-%2%-%-%-%1%*%-%-%-%*%

None of these (DO NOT
1-------1----1READ OUT)
*%-%-%-%-%-%-%-%1%-%-%-%-%*%

m

Don't Know (DO NOT READ
28111*2513-153*31OUT)

3%2%2%2%*%2%3%*%3%-%11%3%*%3%

abdefgh

ijklm

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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QV9b1. Which of the following types of services does each of the types of mail you receive fall into?  Letters
Base: All respondents who receive LETTERS at their location

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

baedcbagfed*cbaSignificance Level: 95%
66450228748581818794725327392151151141166Unweighted total
60456147893011184505730384151031161165Weighted total

59152845892910744265429182151001151119Standard delivery
98%94%96%95%94%97%96%95%96%96%98%97%97%99%96%

a

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

90104132371827612331432026195system)
15%19%27%29%30%25%16%17%22%11%17%20%19%23%17%

aaaaeeee

Urgent delivery (send /
receive mail that needs

54616123108576134-816115to arrive rapidly)
9%11%13%16%22%9%10%13%10%4%5%-%8%14%10%

abdede

50627223105505301*164112International delivery
8%11%14%21%20%11%9%11%9%10%1%3%16%3%10%

aaaaddadad

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

4748622289346215-101394day delivery)
8%8%12%21%16%8%8%8%10%7%6%-%9%12%8%

aaba

861-*1135*6**1114Cross-Border Delivery
1%1%3%-%2%3%1%1%*%2%1%3%1%1%1%

a

21*-*-32-1----3Other (PLEASE SPECIFY)
*%*%*%-%2%-%*%*%-%*%-%-%-%-%*%

ab

None of these (DO NOT
-1----1--1----1READ OUT)
-%*%-%-%-%-%*%-%-%*%-%-%-%-%*%

Don't Know (DO NOT READ
8232*112913281-3131OUT)
1%4%3%5%6%2%3%3%4%3%1%-%3%1%3%

b
Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*gfedcbacbaba*dcbaSignificance Level: 95%
24362951452175843025732913028642885734631166Unweighted total
3163460141203690233605328233932564565571165Weighted total

3163157135194668213587319213906561535331119Standard delivery
100%96%91%96%96%95%97%92%97%97%92%97%90%96%94%96%96%

eccb

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

*39153034994910145491462111796195system)
16%20%25%24%21%17%14%21%17%14%21%16%33%17%31%17%17%

aaaaaac

Urgent delivery (send /
receive mail that needs

-2672222523360223382181452115to arrive rapidly)
-%14%17%12%16%11%8%14%10%7%14%9%23%12%25%9%10%

aaaaac

*8499245633651433791111352112International delivery
16%47%12%15%7%12%8%14%11%4%14%8%26%18%23%9%10%

abcdeacaaaaa

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

-267171446245417247116104094day delivery)
-%14%17%12%12%7%7%10%9%5%10%8%24%9%19%7%8%

abaaa

*13123456259*11514Cross-Border Delivery
16%4%8%2%1%1%1%2%1%1%2%1%4%2%2%1%1%

aabc

-*--1*1*21*3-1-13Other (PLEASE SPECIFY)
-%1%-%-%1%*%*%*%*%*%*%*%-%2%-%*%*%

a

None of these (DO NOT
------11--1-----1READ OUT)
-%-%-%-%-%-%*%1%-%-%1%-%-%-%-%-%*%

a

Don't Know (DO NOT READ
-1323316159615161321831OUT)
-%4%9%4%2%2%2%6%2%2%6%2%10%4%4%3%3%

abcaba
Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cbababa*e*dcbaSignificance Level: 95%
142678841411024981067272541614821166Unweighted total

827588315110141071058212439554841165Weighted total

8264847142977981021212435484641119Standard delivery
100%96%96%94%96%91%97%98%98%88%87%96%96%

bbc

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

15014330164241702771499195system)
19%18%16%20%16%23%16%11%29%17%26%20%17%

Urgent delivery (send /
receive mail that needs

-3679219318971451253115to arrive rapidly)
-%13%9%14%9%17%9%5%19%14%21%11%10%

aa

*446827851993236961112International delivery
5%16%8%18%8%18%9%10%14%15%16%13%10%

aaa

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

-32632074158015464394day delivery)
-%11%7%13%7%14%8%5%22%9%11%9%8%

aaa

-4102121131-11514Cross-Border Delivery
-%1%1%1%1%1%1%4%-%1%2%1%1%

*12*3*3---113Other (PLEASE SPECIFY)
3%*%*%*%*%*%*%-%-%-%1%*%*%

None of these (DO NOT
-1-1-1----1-1READ OUT)
-%*%-%1%-%1%-%-%-%-%2%-%*%

aaaa

Don't Know (DO NOT READ
-921823823**521131OUT)
-%3%2%5%2%7%2%2%2%12%4%2%3%

aaa
Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
Table 54  (continuation)                                                                                                                                                                        Page 629
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Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
12811134132968330806247388513110772310843312006261166Unweighted total

9811044072835332775250351508108965910603132136261165Weighted total

9110643852665316753240340480104662810202922066081119Standard delivery
93%96%95%94%100%95%97%96%97%95%96%95%96%93%97%97%96%

dc

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

33175105663591345447104175120172673790195system)
34%16%26%23%64%18%17%22%13%20%16%18%16%21%17%14%17%

bbaceaceea

Urgent delivery (send /
receive mail that needs

2310967353388037386710977109313152115to arrive rapidly)
23%10%16%12%56%12%10%15%11%13%10%12%10%10%15%8%10%

bbca

4410458314457743287410367103272162112International delivery
45%9%14%11%77%14%10%17%8%15%9%10%10%9%10%10%10%

abbabcegabceg

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

278855264307030295587588725185194day delivery)
27%8%13%9%67%9%9%12%8%11%8%9%8%8%8%8%8%

abb

9146215104381381351614Cross-Border Delivery
9%1%2%1%17%1%1%2%1%2%1%1%1%2%1%1%1%

ab

-321-*3-*13333*-3Other (PLEASE SPECIFY)
-%*%*%1%-%*%*%-%*%*%*%*%*%1%*%-%*%

a

None of these (DO NOT
-11--1-1-1----1-1READ OUT)
-%*%*%-%-%*%-%*%-%*%-%-%-%-%1%-%*%

acg

Don't Know (DO NOT READ
229119-91286152818251361331OUT)
3%3%3%3%-%3%2%3%2%3%3%3%2%4%3%2%3%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbac*babaSignificance Level: 95%
1129061451811139707-1140928116610071166105116657588811166Unweighted total
1148901581661135692-114391711659771165106017617228601165Weighted total

1108581481581119670-110088011199411119101817606998311119Standard delivery
97%96%94%95%99%97%-%96%96%96%96%96%96%100%98%97%97%96%

ac

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

301342876191195-19316419517319517856119143195system)
26%15%17%46%17%28%-%17%18%17%18%17%17%32%10%17%17%17%

babb

Urgent delivery (send /
receive mail that needs

17821556110115-11298115102115111-47686115to arrive rapidly)
15%9%10%34%10%17%-%10%11%10%10%10%10%-%6%11%10%10%

abb

12792111210794-112100112102112102196989112International delivery
10%9%13%67%9%14%-%10%11%10%10%10%10%5%15%10%10%10%

abb

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

97114629494-948794889491-3646994day delivery)
8%8%9%37%8%14%-%8%9%8%9%8%9%-%5%9%8%8%

abb

1111141411-141314141412**101114Cross-Border Delivery
1%1%1%8%1%2%-%1%1%1%1%1%1%3%1%1%1%1%

ab

*3--33-333333--*23Other (PLEASE SPECIFY)
*%*%-%-%*%*%-%*%*%*%*%*%*%-%-%*%*%*%

None of these (DO NOT
-1--11-111111----1READ OUT)
-%*%-%-%*%*%-%*%*%*%*%*%*%-%-%-%-%*%

Don't Know (DO NOT READ
122821110-302731283128-*192131OUT)
1%3%5%1%1%1%-%3%3%3%3%3%3%-%1%3%2%3%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

bababababacbaSignificance Level: 95%
1664493421759928871079458708100266931166Unweighted total
15936944213689051071059451714100364931165Weighted total

1523390720465870105101443069096361901119Standard delivery
96%92%96%96%95%96%99%96%95%97%96%94%97%96%

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

26614251191389185631321641120195system)
16%16%15%24%28%15%9%17%14%18%16%17%22%17%

babb

Urgent delivery (send /
receive mail that needs

143833213835110328395415115to arrive rapidly)
9%10%9%15%20%9%4%10%7%12%10%6%16%10%

babc

216922010834108268689319112International delivery
13%17%10%9%15%9%4%10%6%12%9%5%21%10%

bbbc

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

153761810703912866824994day delivery)
9%9%8%9%15%8%3%9%6%9%8%6%10%8%

21104*111134912*114Cross-Border Delivery
2%2%1%2%1%1%1%1%1%1%1%1%1%1%

1*3--3-3212-13Other (PLEASE SPECIFY)
1%1%*%-%-%*%-%*%1%*%*%-%2%*%

c

None of these (DO NOT
--1--1-11-1--1READ OUT)
-%-%*%-%-%*%-%*%*%-%*%-%-%*%

Don't Know (DO NOT READ
732293211291714253331OUT)
4%8%2%4%4%2%1%3%4%2%3%4%3%3%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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Satisfaction with
MonthMonthMonthother main provider

DecNovOctJunMayAprMarFebJanDissatisfiedSatisfiedTOTAL

cbacbacba*baSignificance Level: 95%
139109141233915912116510841831166Unweighted total
14212911623789561401609561681165Weighted total

13611511223785551331549161621119Standard delivery
96%89%97%100%95%99%95%96%96%100%97%96%

bbb

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

39112837171127186*28195system)
28%8%24%16%19%20%19%12%6%3%17%17%

bba

Urgent delivery (send /
receive mail that needs

219181111517176-18115to arrive rapidly)
14%7%16%5%12%10%12%10%6%-%11%10%

bc

218112812113171223112International delivery
15%6%9%12%14%3%9%10%1%37%13%10%

baaaa

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

147101612714123*1694day delivery)
10%5%9%7%13%12%10%7%4%3%10%8%

21121-232-314Cross-Border Delivery
1%1%1%1%1%-%1%2%2%-%2%1%

--*1-*-1--13Other (PLEASE SPECIFY)
-%-%*%1%-%1%-%1%-%-%1%*%

None of these (DO NOT
-1---------1READ OUT)
-%1%-%-%-%-%-%-%-%-%-%*%

Don't Know (DO NOT READ
1113*4-344-531OUT)
1%8%3%*%4%-%2%3%4%-%3%3%

acc
Columns Tested: a,b - a,b,c - a,b,c - a,b,c
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GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
6141261391387062708872605689471017Unweighted total
8414451506970154148655811410756986Weighted total

807425048696714914563569910354947Standard delivery
96%95%98%96%100%96%97%98%98%98%87%97%96%96%

ccccccccc

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

147710999223566272011172system)
17%15%19%17%14%12%14%24%10%10%24%19%20%17%

dee

Urgent delivery (send /
receive mail that needs

883553215215220155102to arrive rapidly)
11%8%10%10%4%3%9%14%8%3%18%14%9%10%

dhidhildhi

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

7536342121944187588day delivery)
9%7%13%7%6%3%8%13%6%8%16%7%8%9%

hhh

72434651319121311383International delivery
9%10%6%7%8%7%8%12%2%4%11%10%6%8%

eeee

-13-----------13Cross-Border Delivery
-%30%-%-%-%-%-%-%-%-%-%-%-%1%

abcdefgh

ijkm

**---------*-1Other (PLEASE SPECIFY)
*%1%-%-%-%-%-%-%-%-%-%*%-%*%

m

None of these (DO NOT
2--*---2-----3READ OUT)
*%-%-%1%-%-%-%2%-%-%-%-%-%*%

Don't Know (DO NOT READ
18**1*-511-102*20OUT)

2%1%*%2%*%-%3%*%2%-%9%2%*%2%

bdfhijk

lm

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

baedcbagfed*cbaSignificance Level: 95%
58143626744561677504125023076141071001017Unweighted total
5094764489279423745325768149494986Weighted total

4954524279269053594924866138994947Standard delivery
97%95%95%90%94%96%96%96%93%96%96%96%95%100%96%

dbfg

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

7597112361617114271431919172system)
15%20%25%29%33%21%17%19%26%10%20%21%20%21%17%

baaaeeeee

Urgent delivery (send /
receive mail that needs

4459722495436177-1110102to arrive rapidly)
9%12%16%20%23%13%10%11%11%7%11%-%12%10%10%

aaa

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

3950512383297186-131088day delivery)
8%10%12%15%17%9%9%8%14%7%9%-%14%10%9%

aeg

3449612377325231*15383International delivery
7%10%14%19%19%10%8%9%9%9%1%3%16%3%8%

baaadddadg

851-*1125*5*-2113Cross-Border Delivery
2%1%2%-%1%3%1%1%*%2%1%-%2%1%1%

***--***---*--1Other (PLEASE SPECIFY)
*%*%*%-%-%1%*%*%-%-%-%1%-%-%*%

None of these (DO NOT
3-----3*-2----3READ OUT)
1%-%-%-%-%-%*%*%-%1%-%-%-%-%*%

Don't Know (DO NOT READ
4152*11181022*-3-20OUT)
1%3%3%5%6%2%2%3%4%1%1%-%3%-%2%

ba
Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*gfedcbacbaba*dcbaSignificance Level: 95%
24057931351954832755102322757422881663971017Unweighted total
313315613017956020352825420378356049472986Weighted total

312275312417554018651524618676055745456947Standard delivery
100%93%90%93%96%98%97%92%97%97%92%97%90%95%91%97%96%

eeccbb

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

*3816213785419734411312102085172system)
16%20%25%28%16%21%15%20%18%13%20%17%30%16%41%18%17%

acaac

Urgent delivery (send /
receive mail that needs

*2782020423250193270191642102to arrive rapidly)
16%18%22%14%15%11%7%16%10%8%16%9%26%15%32%9%10%

aabaaabaac

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

*266111544234916236516103988day delivery)
16%16%21%10%9%8%8%11%9%6%11%8%17%9%21%8%9%

abcaac

*24971643254711255917133883International delivery
16%15%13%15%5%9%8%12%9%4%12%7%28%12%26%8%8%

cacaaaac

*13123366168*11413Cross-Border Delivery
16%5%9%2%1%2%1%3%1%1%3%1%4%2%2%1%1%

aabcda

-----1--1--1-*--1Other (PLEASE SPECIFY)
-%-%-%-%-%*%-%-%*%-%-%*%-%*%-%-%*%

None of these (DO NOT
------3-*2-3---23READ OUT)
-%-%-%-%-%-%*%-%*%1%-%*%-%-%-%*%*%

Don't Know (DO NOT READ
-1323-91352137132820OUT)
-%5%10%4%2%-%2%6%1%1%6%1%10%4%5%2%2%

babcbbaba
Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cbababa*e*dcbaSignificance Level: 95%
1224775812988889928252436524411017Unweighted total

72477321338539589118213645428986Weighted total

62347071238248785918203140415947Standard delivery
93%95%97%93%97%92%96%98%98%87%90%97%96%

bbbc

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

24712326146181533471290172system)
24%19%17%20%17%19%17%18%17%18%27%21%17%

Urgent delivery (send /
receive mail that needs

*346820821290263953102to arrive rapidly)
7%14%9%15%10%13%10%9%28%8%19%12%10%

a

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

-34552266157326284388day delivery)
-%14%8%17%8%16%8%9%32%5%18%10%9%

aaa

*354821631470214104383International delivery
2%14%7%16%7%14%8%10%4%10%23%10%8%

aaaa

*392111121-11513Cross-Border Delivery
7%1%1%1%1%1%1%5%-%3%2%1%1%

--1-1-1---*-1Other (PLEASE SPECIFY)
-%-%*%-%*%-%*%-%-%-%1%-%*%

a

None of these (DO NOT
-*2*2*2----33READ OUT)
-%*%*%*%*%*%*%-%-%-%-%1%*%

Don't Know (DO NOT READ
-713515515**22520OUT)
-%3%2%4%2%5%2%2%2%7%5%1%2%

aaa
Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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QV9b2. Which of the following types of services does each of the types of mail you receive fall into?  Large letters
Base: All respondents who receive LARGE LETTERS at their location

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
12398138126493047362253574729806859592971855261017Unweighted total

919503692416300691222312455938613913267199507986Weighted total

889163482275291667215304434903593879252191490947Standard delivery
97%96%94%94%92%97%97%97%98%95%96%97%96%94%96%97%96%

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

3016010656454127534498161112159593873172system)
33%17%29%23%75%18%18%24%14%21%17%18%17%22%19%14%17%

bbacecea

Urgent delivery (send /
receive mail that needs

2493593433376343062926592292647102to arrive rapidly)
27%10%16%14%59%11%11%15%10%14%10%11%10%11%13%9%10%

abbaceac

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

238052254306532295580578021204788day delivery)
25%8%14%10%67%10%9%14%9%12%9%9%9%8%10%9%9%

abbabcgac

347847204365436215777557718184683International delivery
37%8%13%8%67%12%8%16%7%12%8%9%8%7%9%9%8%

abbabcegaceg

813721594281391361513Cross-Border Delivery
9%1%2%1%16%2%1%2%1%2%1%2%1%2%1%1%1%

ab

-1*--**-**111*-*1Other (PLEASE SPECIFY)
-%*%*%-%-%*%*%-%*%*%*%*%*%*%-%*%*%

None of these (DO NOT
*332-*2--33-3--33READ OUT)
*%*%1%1%-%*%*%-%-%1%*%-%*%-%-%1%*%

b

Don't Know (DO NOT READ
12076-4846818141884720OUT)
1%2%2%2%-%1%1%2%2%2%2%2%2%3%2%1%2%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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QV9b2. Which of the following types of services does each of the types of mail you receive fall into?  Large letters
Base: All respondents who receive LARGE LETTERS at their location

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbac*babaSignificance Level: 95%
95789130172996661-100785710171017100791215606707921017Unweighted total
93756133153965625-9788329869869778911753618753986Weighted total

92725127150947601-9397959479479388551753601726947Standard delivery
99%96%95%98%98%96%-%96%96%96%96%96%96%100%99%97%96%96%

a

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

211182971169172-16915617217216915259112137172system)
23%16%22%46%18%27%-%17%19%17%17%17%17%33%17%18%18%17%

abb

Urgent delivery (send /
receive mail that needs

10801161102102-1029810210210297*46776102to arrive rapidly)
11%11%9%40%11%16%-%10%12%10%10%10%11%3%8%11%10%10%

abb

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

96713578888-888588888884*4606688day delivery)
10%9%10%37%9%14%-%9%10%9%9%9%9%3%8%10%9%9%

abb

86015838376-837583838373*8556783International delivery
9%8%11%54%9%12%-%9%9%8%8%9%8%3%15%9%9%8%

abb

1111131310-131213131312**101013Cross-Border Delivery
1%1%1%9%1%2%-%1%1%1%1%1%1%3%1%2%1%1%

ab

**--*1-111111--1*1Other (PLEASE SPECIFY)
*%*%-%-%*%*%-%*%*%*%*%*%*%-%-%*%*%*%

None of these (DO NOT
-3--33-333333--*33READ OUT)
-%*%-%-%*%*%-%*%*%*%*%*%*%-%-%*%*%*%

Don't Know (DO NOT READ
*146-26-201920202017-*111520OUT)
*%2%4%-%*%1%-%2%2%2%2%2%2%-%1%2%2%2%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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QV9b2. Which of the following types of services does each of the types of mail you receive fall into?  Large letters
Base: All respondents who receive LARGE LETTERS at their location

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

bababababacbaSignificance Level: 95%
15141801204527987294538263587057861017Unweighted total
1433378219758744888983696178445383986Weighted total

1323075218954716888593575908115081947Standard delivery
92%93%96%96%93%96%100%96%97%96%96%93%97%96%

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

3151214918119416850121144820172system)
21%15%15%25%31%16%4%19%14%20%17%15%24%17%

babb

Urgent delivery (send /
receive mail that needs

201782411752100327082516102to arrive rapidly)
14%4%10%12%18%10%3%11%9%11%10%9%19%10%

bc

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

1517019106048532567441088day delivery)
11%4%9%9%17%8%4%9%9%9%9%8%12%9%

a

232671695938021626231783International delivery
16%5%9%8%16%8%3%9%6%10%7%6%20%8%

abbc

3194*10*1349111113Cross-Border Delivery
2%2%1%2%1%1%1%1%1%1%1%2%1%1%

--1--1-1-11--1Other (PLEASE SPECIFY)
-%-%*%-%-%*%-%*%-%*%*%-%-%*%

None of these (DO NOT
-*3--3*2-33--3READ OUT)
-%1%*%-%-%*%*%*%-%*%*%-%-%*%

Don't Know (DO NOT READ
7-128312-20119173*20OUT)
5%-%2%4%5%2%-%2%3%2%2%5%*%2%

b
Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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QV9b2. Which of the following types of services does each of the types of mail you receive fall into?  Large letters
Base: All respondents who receive LARGE LETTERS at their location

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthMonthother main provider

DecNovOctJunMayAprMarFebJanDissatisfiedSatisfiedTOTAL

cbacbacba*baSignificance Level: 95%
11489125189875211115010041681017Unweighted total
114101971908546127143826152986Weighted total

10694931888246123137796140947Standard delivery
93%93%96%99%96%99%97%95%96%100%92%96%

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

2916243214920199*31172system)
25%16%25%17%17%19%16%13%11%3%20%17%

Urgent delivery (send /
receive mail that needs

164131613314204-21102to arrive rapidly)
14%4%14%8%15%6%11%14%5%-%14%10%

bba

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

162121411412134*1688day delivery)
14%2%13%7%13%8%10%9%5%3%10%9%

bb

9572412*10161-2383International delivery
8%5%7%12%14%*%8%11%1%-%15%8%

aaaa

2*121-232-313Cross-Border Delivery
1%*%1%1%1%-%1%2%2%-%2%1%

*----*-----1Other (PLEASE SPECIFY)
*%-%-%-%-%1%-%-%-%-%-%*%

None of these (DO NOT
3---------*3READ OUT)
2%-%-%-%-%-%-%-%-%-%*%*%

Don't Know (DO NOT READ
173*1--43-520OUT)
1%7%3%*%1%-%-%3%4%-%3%2%

cc
Columns Tested: a,b - a,b,c - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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QV9b2. Which of the following types of services does each of the types of mail you receive fall into?  Large letters
Base: All respondents who receive LARGE LETTERS at their location

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
582106131127646464876855507951946Unweighted total
803374745647414215663511038961933Weighted total

61430393755571021323944666949721Standard delivery
76%82%83%82%87%78%72%85%61%85%64%78%81%77%

ececececegececeee

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

4962332273844921053833485839578system)
62%62%68%59%60%60%65%68%60%65%47%65%64%62%

cccc

Urgent delivery (send /
receive mail that needs

250121513212943532012193618289to arrive rapidly)
31%31%31%30%33%39%30%34%32%22%18%40%30%31%

cccd

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

23813141221304550109212923277day delivery)
30%35%29%26%33%41%31%32%16%18%21%33%38%30%

edeeecdejeeede

1055451151036332196119International delivery
13%13%8%11%17%7%7%23%4%6%20%10%11%13%

eebdeghjkmdeghk

-10-----------10Cross-Border Delivery
-%26%-%-%-%-%-%-%-%-%-%-%-%1%

abcdefgh

ijkm

20113-625-12*325Other (PLEASE SPECIFY)
2%1%3%6%-%8%2%3%-%2%2%*%5%3%

beimbeilm

None of these (DO NOT
4*-*---21----4READ OUT)
*%1%-%*%-%-%-%2%2%-%-%-%-%*%

Don't Know (DO NOT READ
261***-31*-173227OUT)

3%2%*%1%*%-%2%*%*%-%17%4%3%3%

kabdefgh

ijklm

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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QV9b3. Which of the following types of services does each of the types of mail you receive fall into?  Parcels and packets
Base: All respondents who receive PARCELS AND PACKETS at their location

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

baedcbagfed*cbaSignificance Level: 95%
528418249425115669737634234721310287946Unweighted total
4744594178268923413726163139591933Weighted total

3813393466216872562620050106884721Standard delivery
80%74%81%84%77%82%77%75%70%77%80%74%72%92%77%

abdefg

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

294284274617551209291633396350578system)
62%62%66%59%70%66%62%61%79%62%53%70%67%55%62%

adg

Urgent delivery (send /
receive mail that needs

16512516331027310615751713429289to arrive rapidly)
35%27%39%42%37%39%31%31%39%29%27%8%36%32%31%

aaa

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

1531241423926210615681414125277day delivery)
32%27%35%32%33%36%29%31%40%26%23%8%43%27%30%

adeg

477271241124764041161119International delivery
10%16%16%15%18%16%13%14%17%15%7%6%16%1%13%

baaaa

731-*193-4*-2110Cross-Border Delivery
1%1%2%-%1%2%1%1%-%1%1%-%2%1%1%

13111*-*249-44*2625Other (PLEASE SPECIFY)
3%2%1%1%-%2%3%3%-%2%6%1%2%6%3%

ee

None of these (DO NOT
22*--*431-----4READ OUT)
*%1%*%-%-%*%*%1%3%-%-%-%-%-%*%

e

Don't Know (DO NOT READ
11171*1*2613253-*227OUT)

2%4%3%6%6%*%3%4%6%2%4%-%*%2%3%

bbb
Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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QV9b3. Which of the following types of services does each of the types of mail you receive fall into?  Parcels and packets
Base: All respondents who receive PARCELS AND PACKETS at their location

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*gfedcbacbaba*dcbaSignificance Level: 95%
1375177121166474267465214267679237768367946Unweighted total
*15294711515155521348623421372046054436933Weighted total

*1421389311842315837119115856244742338721Standard delivery
100%94%73%79%81%78%76%74%76%82%74%78%86%79%78%77%77%

abde

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

*101827709534713629714513644233540281578system)
100%65%62%57%61%63%62%64%61%62%64%61%63%59%73%64%62%

Urgent delivery (send /
receive mail that needs

-81413384416363148786322631922134289to arrive rapidly)
-%55%47%28%33%29%29%30%30%33%30%31%65%31%41%31%31%

abcdabd

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

-81312354815362136796221422120131277day delivery)
-%54%44%25%31%32%28%29%28%34%29%30%56%35%37%30%30%

abcdad

*7561316683866163881113957119International delivery
100%47%16%12%12%11%12%18%14%7%18%11%20%22%16%13%13%

abcdeaaaa

*11*11445146*1*410Cross-Border Delivery
100%4%5%1%1%1%1%2%1%*%2%1%5%2%1%1%1%

a

--**34175118519-*31525Other (PLEASE SPECIFY)
-%-%1%1%2%3%3%2%2%3%2%3%-%1%5%3%3%

None of these (DO NOT
-----14-4--4-*-14READ OUT)
-%-%-%-%-%*%1%-%1%-%-%1%-%*%-%*%*%

Don't Know (DO NOT READ
-*345-13111421116*32727OUT)
-%3%10%8%5%-%2%5%3%1%5%2%4%4%4%2%3%

bababbaa
Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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QV9b3. Which of the following types of services does each of the types of mail you receive fall into?  Parcels and packets
Base: All respondents who receive PARCELS AND PACKETS at their location

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cbababa*e*dcbaSignificance Level: 95%
122466871338129485127264057432946Unweighted total

725766914478810682720243753433933Weighted total

61885271016206965218142736336721Standard delivery
93%73%79%70%79%65%79%88%55%74%68%78%77%

bb

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

3178396974816851011212340277578system)
48%69%59%67%61%64%62%54%84%63%74%64%62%

a

Urgent delivery (send /
receive mail that needs

1792094924031259714919131289to arrive rapidly)
13%31%31%34%30%29%31%35%56%25%36%30%31%

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

3702044723028248610916122277day delivery)
38%27%30%33%29%27%30%31%39%23%31%28%30%

250673683269344101161119International delivery
35%19%10%25%11%25%11%18%14%27%20%14%13%

aaaa

-3619*101-*1610Cross-Border Delivery
-%1%1%1%1%*%1%4%-%*%2%1%1%

-519421223-3-*1225Other (PLEASE SPECIFY)
-%2%3%3%3%2%3%-%12%-%1%3%3%

None of these (DO NOT
--4-4-4-----4READ OUT)
-%-%1%-%1%-%*%-%-%-%-%-%*%

Don't Know (DO NOT READ
-324325325**-2927OUT)
-%1%4%2%3%2%3%2%2%-%4%2%3%

b
Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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QV9b3. Which of the following types of services does each of the types of mail you receive fall into?  Parcels and packets
Base: All respondents who receive PARCELS AND PACKETS at their location

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
1149033652609311663232316489895616872269166503946Unweighted total

878843652476312626241287480870550842243176503933Weighted total

716912681915234495176235365677440659171142399721Standard delivery
82%78%73%77%94%75%79%73%82%76%78%80%78%70%81%79%77%

ffcc

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

585532561615202383150195322543364521163102306578system)
67%63%70%65%92%65%61%62%68%67%62%66%62%67%58%61%62%

bagag

Urgent delivery (send /
receive mail that needs

3127510777496192651141632712032667665146289to arrive rapidly)
36%31%29%31%67%31%31%27%40%34%31%37%32%31%37%29%31%

acfgacfg

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

3026910469489182601141522651942586752155277day delivery)
35%30%29%28%67%29%29%25%40%32%30%35%31%27%30%31%30%

acdfgcfg

411065927458845328801006399262465119International delivery
47%12%16%11%70%18%13%22%10%17%11%11%12%11%14%13%13%

abbcabcegabce

7106214842896931410Cross-Border Delivery
8%1%2%1%16%1%1%2%1%2%1%1%1%1%1%1%1%

ab

124177-81985152312234101125Other (PLEASE SPECIFY)
1%3%5%3%-%3%3%3%2%3%3%2%3%2%5%2%3%

cac

None of these (DO NOT
-4*-------414--44READ OUT)
-%*%*%-%-%-%-%-%-%-%*%*%*%-%-%1%*%

Don't Know (DO NOT READ
127411-117-57251325791127OUT)
1%3%1%5%-%*%3%-%2%1%3%2%3%3%5%2%3%

aafffff
Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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QV9b3. Which of the following types of services does each of the types of mail you receive fall into?  Parcels and packets
Base: All respondents who receive PARCELS AND PACKETS at their location
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Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbac*babaSignificance Level: 95%
94724125169922686-9389469368579288501155603716946Unweighted total
94697139154906660-9289339238329178501248564685933Weighted total

7355392139721477-719721715654711656843461527721Standard delivery
77%79%66%90%80%72%-%77%77%77%79%78%77%68%88%82%77%77%

aabaa

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

5843582113566578-5745785695245665271032353447578system)
61%63%59%73%63%88%-%62%62%62%63%62%62%85%67%63%65%62%

bbc

Urgent delivery (send /
receive mail that needs

332183878287289-289289288271287266517196223289to arrive rapidly)
35%31%27%51%32%44%-%31%31%31%33%31%31%41%36%35%33%31%

bb

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

342073678274277-276277275266275254413188222277day delivery)
36%30%26%51%30%42%-%30%30%30%32%30%30%37%28%33%32%30%

abb

108127119117103-1191191191091181012117582119International delivery
11%12%20%77%13%16%-%13%13%13%13%13%12%20%23%13%12%13%

babc

18110109-10101010108*18810Cross-Border Delivery
1%1%1%6%1%1%-%1%1%1%1%1%1%4%2%1%1%1%

ab

518122524-25252525252022102225Other (PLEASE SPECIFY)
6%3%1%1%3%4%-%3%3%3%3%3%2%20%4%2%3%3%

a

None of these (DO NOT
41-*4*-4444431-444READ OUT)
4%*%-%*%*%*%-%*%*%*%*%*%*%10%-%1%1%*%

ab

Don't Know (DO NOT READ
-216-144-272727252724-*202227OUT)
-%3%4%-%2%1%-%3%3%3%3%3%3%-%1%4%3%3%

c
Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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QV9b3. Which of the following types of services does each of the types of mail you receive fall into?  Parcels and packets
Base: All respondents who receive PARCELS AND PACKETS at their location
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Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

bababababacbaSignificance Level: 95%
1504174418945756588883525947946087946Unweighted total
1473374418248733698643415927835887933Weighted total

992657813637572566652664556164059721Standard delivery
67%76%78%75%77%78%81%77%78%77%79%68%68%77%

a

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

982345312130450325461973814694166578system)
66%69%61%67%62%61%47%63%58%64%60%71%76%62%

bc

Urgent delivery (send /
receive mail that needs

3942385116222182711041862392226289to arrive rapidly)
27%13%32%28%34%30%27%31%30%31%31%37%30%31%

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

338227471320818259941822341922277day delivery)
22%24%31%26%26%28%26%30%28%31%30%32%25%30%

287922510816113338688724119International delivery
19%20%12%14%20%11%9%13%10%15%11%12%28%13%

bbc

2*73*7*9279**10Cross-Border Delivery
2%*%1%1%1%1%1%1%1%1%1%1%*%1%

13204-2232132221-325Other (PLEASE SPECIFY)
1%8%3%2%-%3%5%2%1%4%3%-%4%3%

bb

None of these (DO NOT
--4*22-44*4--4READ OUT)
-%-%*%*%5%*%-%*%1%*%1%-%-%*%

aa

Don't Know (DO NOT READ
3-225*215221117243*27OUT)
2%-%3%3%*%3%8%3%3%3%3%5%*%3%

a
Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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QV9b3. Which of the following types of services does each of the types of mail you receive fall into?  Parcels and packets
Base: All respondents who receive PARCELS AND PACKETS at their location
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Satisfaction with
MonthMonthMonthother main provider

DecNovOctJunMayAprMarFebJanDissatisfiedSatisfiedTOTAL

cbacbacba*baSignificance Level: 95%
11185114178775498141884168946Unweighted total
10895881817852118138756157933Weighted total

7664631456143100108606106721Standard delivery
70%67%72%80%78%83%85%78%80%100%68%77%

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

80526111462326969392103578system)
74%55%69%63%80%61%59%50%52%26%65%62%

bbac

Urgent delivery (send /
receive mail that needs

311321564819414022-42289to arrive rapidly)
28%13%24%31%61%36%35%29%29%-%27%31%

bac

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

311322484720443220137277day delivery)
28%14%25%26%60%39%38%23%27%23%23%30%

bacb

181293916211131231119International delivery
16%12%10%21%20%4%9%9%1%37%20%13%

aaaa

1**3*-221-210Cross-Border Delivery
1%*%*%1%1%-%2%1%1%-%2%1%

21-13---1--325Other (PLEASE SPECIFY)
19%-%1%1%-%-%-%*%-%-%2%3%

ab

None of these (DO NOT
2-*1-------4READ OUT)
2%-%*%1%-%-%-%-%-%-%-%*%

Don't Know (DO NOT READ
17153--65-327OUT)
1%7%1%3%3%-%-%4%6%-%2%3%

accc
Columns Tested: a,b - a,b,c - a,b,c - a,b,c
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QV9b3. Which of the following types of services does each of the types of mail you receive fall into?  Parcels and packets
Base: All respondents who receive PARCELS AND PACKETS at their location
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GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
72713916415582768210689706399601185Unweighted total

102748605684921821888670132122721192Weighted total

16*221-8-*1-51196am - 8.59am
2%*%3%3%1%-%4%-%*%2%-%4%1%2%

flfl

622304132436511112947436271527259am - 11.59am
61%62%69%57%51%71%61%69%54%61%47%58%72%61%

ccceijceijceiceij

28916121827184046332245411633512pm - 2.59pm
28%33%21%32%32%20%22%24%39%31%34%34%23%28%

hkkafghkmkhk

1512222-***10--193pm - 5.59pm
1%1%3%4%3%2%-%*%*%*%8%-%-%2%

bfmabdefgl

m

9*1-2-5-1*---106pm - 5.59am
1%*%1%-%3%-%3%-%1%*%-%-%-%1%

jj

7712287181344155383Don't know
8%3%3%4%9%7%10%7%5%6%11%4%5%7%

llkljkl

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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QRM1. At what time do you usually receive your Royal Mail delivery at your premises?
Base: All respondents who use Royal Mail
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UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

baedcbagfed*cbaSignificance Level: 95%
67850728650551818994815427891161121191185Unweighted total
62157147893011454595930688161021191192Weighted total

1642*11174-32-64196am - 8.59am
3%1%5%2%7%5%2%1%-%1%3%-%5%3%2%

aaaaegg

39832729651869728224219481057567259am - 11.59am
64%57%61%67%59%60%61%61%41%72%55%60%55%47%61%

aafabdfg

162173122283231142664334354833512pm - 2.59pm
26%30%26%21%27%26%28%25%44%21%38%25%34%40%28%

egegegeg

7121--11912-211-4193pm - 5.59pm
1%2%2%-%-%3%2%3%-%1%1%8%-%3%2%

e

9**-**92-4---4106pm - 5.59am
2%*%1%-%3%*%1%*%-%1%-%-%-%3%1%

ag

285531*28046915415483Don't know
5%10%7%10%4%6%7%10%15%5%4%7%5%3%7%

baeabde

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
Table 57  (continuation)                                                                                                                                                                        Page 651

QRM1. At what time do you usually receive your Royal Mail delivery at your premises?
Base: All respondents who use Royal Mail
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Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*gfedcbacbaba*dcbaSignificance Level: 95%
24261931462216032985863012988872981744751185Unweighted total
3163459142212709236619338236956559575781192Weighted total

--*2377748712-*111196am - 8.59am
-%-%1%3%2%4%1%3%1%2%3%1%-%*%1%2%2%

abba

29183284127443141371213141584436403477259am - 11.59am
84%54%51%54%59%60%63%60%60%63%60%61%66%61%70%60%61%

*1151941591966319082632721141415833512pm - 2.59pm
16%4%44%32%29%28%28%27%31%24%27%28%27%23%25%27%28%

abcfffffa

-3*25*8398316-4-15193pm - 5.59pm
-%17%1%4%4%*%1%1%1%2%1%2%-%6%-%3%2%

abcdeababb

--*--*9*63*9---7106pm - 5.59am
-%-%1%-%-%*%1%*%1%1%*%1%-%-%-%1%1%

-414918442139232162*634083Don't know
-%25%2%7%6%8%6%9%6%7%9%6%7%9%4%7%7%

abcde

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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QRM1. At what time do you usually receive your Royal Mail delivery at your premises?
Base: All respondents who use Royal Mail
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Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cbababa*e*dcbaSignificance Level: 95%
-2749111281057841101282540614901185Unweighted total
-28690614610461001092242438624901192Weighted total

-415217-19*3-33196am - 8.59am
-%2%2%2%2%-%2%2%11%-%5%1%2%

a

-1865399163463662182019293097259am - 11.59am
-%65%60%63%61%63%61%74%82%51%46%63%61%

b

-79256442912830711172614033512pm - 2.59pm
-%28%28%30%28%28%28%4%3%44%43%28%28%

aa

-119-19-19----10193pm - 5.59pm
-%*%2%-%2%-%2%-%-%-%-%2%2%

b

--10-10-10----3106pm - 5.59am
-%-%1%-%1%-%1%-%-%-%-%1%1%

-166787587551242783Don't know
-%6%7%6%7%8%7%20%5%5%6%5%7%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c
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QRM1. At what time do you usually receive your Royal Mail delivery at your premises?
Base: All respondents who use Royal Mail
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Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
12911254132989335811255396515112172610933392036341185Unweighted total
10011254142866343785263360518111066510763242166381192Weighted total

*19111-81278719819838196am - 8.59am
*%2%3%*%-%2%2%3%2%1%2%1%2%2%1%1%2%

c

6568323916462214801702253306764196571781394007259am - 11.59am
65%61%58%57%100%65%61%64%63%64%61%63%61%55%64%63%61%

cc

2631612691-922336996141312190304985717833512pm - 2.59pm
26%28%30%32%-%27%30%26%27%27%28%29%28%30%26%28%28%

*1918-214456199178*11193pm - 5.59pm
*%2%*%3%-%1%2%1%1%1%2%1%2%2%*%2%2%

aab

-1041-282*310410136106pm - 5.59am
-%1%1%*%-%1%1%1%*%1%1%1%1%*%1%1%1%

e

7783221-173711263273366930143483Don't know
7%7%8%7%-%5%5%4%7%6%7%5%6%9%7%5%7%

a
Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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QRM1. At what time do you usually receive your Royal Mail delivery at your premises?
Base: All respondents who use Royal Mail
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Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbac*babaSignificance Level: 95%
115922144178114071341155933116110051151108316667749011185Unweighted total
11790716216411417016116292611669791157109317627398831192Weighted total

212311782131317131719-*1213196am - 8.59am
1%1%2%1%1%1%37%1%1%1%1%1%2%-%*%2%1%2%

83538101103704434-71156971559370965812444495387259am - 11.59am
71%59%62%63%62%62%-%61%61%61%61%61%60%69%72%61%61%61%

b

242694243318203133026532628332531141421225033512pm - 2.59pm
21%30%26%26%28%29%19%28%29%28%29%28%28%24%22%29%28%28%

c

31433196-191219131919--1513193pm - 5.59pm
2%1%2%2%2%1%-%2%1%2%1%2%2%-%-%2%1%2%

-10--107-88108108-197106pm - 5.59am
-%1%-%-%1%1%-%1%1%1%1%1%1%-%2%1%1%1%

66413147344380597969787712426383Don't know
5%7%8%9%6%6%44%7%6%7%7%7%7%7%4%6%7%7%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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QRM1. At what time do you usually receive your Royal Mail delivery at your premises?
Base: All respondents who use Royal Mail
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Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

bababababacbaSignificance Level: 95%
1614096222359960941091475710102166931185Unweighted total
161349742186893811110804687241022641011192Weighted total

4*145*16*191181225196am - 8.59am
2%1%1%2%1%2%*%2%2%1%1%3%5%2%

c

9423615111216218164530142462632637259am - 11.59am
58%67%63%51%31%66%72%60%64%59%61%49%62%61%

abaa

5211264713323724312117218290222433512pm - 2.59pm
32%32%27%33%49%25%21%29%25%30%28%34%24%28%

a

1-163310*19514191*193pm - 5.59pm
*%-%2%2%4%1%*%2%1%2%2%1%*%2%

a

--82-8181881-106pm - 5.59am
-%-%1%1%-%1%1%1%*%1%1%2%-%1%

11*572611475783152677983Don't know
7%1%6%12%16%5%5%7%7%7%7%10%9%7%

ba
Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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QRM1. At what time do you usually receive your Royal Mail delivery at your premises?
Base: All respondents who use Royal Mail
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Satisfaction with
MonthMonthMonthother main provider

DecNovOctJunMayAprMarFebJanDissatisfiedSatisfiedTOTAL

cbacbacba*baSignificance Level: 95%
139110142243955712216810941751185Unweighted total
143131118246975514016210061681192Weighted total

2-3631-13-4196am - 8.59am
2%-%3%2%3%3%-%1%3%-%2%2%

c

8476731545639821006111017259am - 11.59am
59%58%62%63%58%71%58%62%61%23%60%61%

42473158271143472955133512pm - 2.59pm
30%36%26%24%27%20%31%29%29%77%30%28%

*348**2**-1193pm - 5.59pm
*%2%4%3%*%1%2%*%*%-%*%2%

c

5-2---2----106pm - 5.59am
4%-%2%-%-%-%2%-%-%-%-%1%

b

9552011311146-1283Don't know
6%4%4%8%11%6%8%8%6%-%7%7%

Columns Tested: a,b - a,b,c - a,b,c - a,b,c
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QRM1. At what time do you usually receive your Royal Mail delivery at your premises?
Base: All respondents who use Royal Mail
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GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
72713916415582768210689706399601185Unweighted total

102748605684921821888670132122721192Weighted total

14-11--55-*32-16Very Dissatisfied
1%-%2%1%-%-%3%3%-%*%2%1%-%1%

471135610334103352Fairly Dissatisfied
5%2%1%5%6%7%5%1%4%6%8%3%5%4%

fkfkl

Neither Satisfied Nor
1674941014322620430228183Dissatisfied

16%8%14%7%12%15%18%14%24%6%23%18%11%15%

djljjdjldjldjldjl

403232124413257843028464738470Fairly Satisfied
39%47%34%42%49%35%31%45%35%41%35%38%53%39%

gkgkceghkm

394212826274078703333405022469Very Satisfied
38%43%47%46%32%43%43%37%38%48%31%41%31%39%

acimcc

Don't Know (DO NOT READ
2---------2--2OUT)
*%-%-%-%-%-%-%-%-%-%2%-%-%*%

m

79643494969721351546262869660938NET: Satisfied
78%90%82%87%82%78%74%82%73%88%65%79%84%79%

cbceghmccegmcccegmc

621235615734135368NET: Dissatisfied
6%2%4%6%6%7%8%4%4%6%10%4%5%6%

lll
Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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QRM2. Thinking generally about the service your organisation receives as a whole, how satisfied are you with the overall quality of the services you receive from Royal Mail as a recipient and sender?
Base: All respondents who use Royal Mail
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UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

baedcbagfed*cbaSignificance Level: 95%
67850728650551818994815427891161121191185Unweighted total
62157147893011454595930688161021191192Weighted total

7101*-*16831--*-16Very Dissatisfied
1%2%2%3%-%2%1%2%5%*%-%-%*%-%1%

abde

25272**15023754-9452Fairly Dissatisfied
4%5%4%2%4%4%4%5%11%2%5%-%9%4%4%

eee

Neither Satisfied Nor
849972241766816461311917183Dissatisfied
14%17%15%21%19%12%15%15%26%15%15%8%19%14%15%

eg

2302401934124511981612126133544470Fairly Satisfied
37%42%40%40%41%39%39%43%27%39%29%80%34%36%39%

df

275193193313450161181354523954469Very Satisfied
44%34%40%34%36%43%39%35%31%44%52%13%38%45%39%

agfgg

Don't Know (DO NOT READ
-2----22------2OUT)
-%*%-%-%-%-%*%1%-%-%-%-%-%-%*%

5054333767249013583425571157498938NET: Satisfied
81%76%80%74%77%82%79%78%57%83%81%92%72%82%79%

afbfff

32362**266301054-9468NET: Dissatisfied
5%6%5%5%4%5%6%7%16%2%5%-%9%4%6%

eadege
Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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QRM2. Thinking generally about the service your organisation receives as a whole, how satisfied are you with the overall quality of the services you receive from Royal Mail as a recipient and sender?
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*gfedcbacbaba*dcbaSignificance Level: 95%
24261931462216032985863012988872981744751185Unweighted total
3163459142212709236619338236956559575781192Weighted total

-1*1545394313*-3816Very Dissatisfied
-%4%1%2%3%2%1%1%1%1%1%1%8%-%6%1%1%

aaac

-*2461128162871636*423152Fairly Dissatisfied
-%2%6%7%4%5%4%7%5%2%7%4%7%7%4%5%4%

aa

Neither Satisfied Nor
346520231224098454014418896183Dissatisfied

100%26%17%9%14%11%17%17%16%13%17%15%24%13%14%17%15%

bdbd

-71326608926810924411710936032424221470Fairly Satisfied
-%42%39%44%42%42%38%46%39%35%46%38%47%40%42%38%39%

aba

-413235185286652401646540412420223469Very Satisfied
-%27%37%39%36%40%40%27%39%49%27%42%14%40%34%39%39%

cbcb

Don't Know (DO NOT READ
-------2--2-----2OUT)
-%-%-%-%-%-%-%1%-%-%1%-%-%-%-%-%*%

ba

-11264911117355417448328117476434744444938NET: Satisfied
-%68%76%83%78%82%78%74%78%83%74%80%61%79%76%77%79%

fcb

-12511163319371119491463968NET: Dissatisfied
-%6%7%9%8%7%5%8%6%3%8%5%14%7%10%7%6%

aa
Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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QRM2. Thinking generally about the service your organisation receives as a whole, how satisfied are you with the overall quality of the services you receive from Royal Mail as a recipient and sender?
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cbababa*e*dcbaSignificance Level: 95%
-2749111281057841101282540614901185Unweighted total
-28690614610461001092242438624901192Weighted total

-313313314-*2-416Very Dissatisfied
-%1%1%2%1%3%1%-%1%6%-%1%1%

a

-18341339104211922252Fairly Dissatisfied
-%6%4%9%4%10%4%3%5%24%3%5%4%

aaab

Neither Satisfied Nor
-5013422161161677371470183Dissatisfied
-%17%15%15%15%16%15%28%14%19%22%14%15%

-118351624084242811101425215470Fairly Satisfied
-%41%39%43%39%42%39%48%41%37%41%44%39%

-943744342527442510518180469Very Satisfied
-%33%41%30%41%27%40%21%40%14%30%37%39%

bbbc

Don't Know (DO NOT READ
-2-2-2----2-2OUT)
-%1%-%2%-%2%-%-%-%-%4%-%*%

aaaa

-2127261058336986916201944395938NET: Satisfied
-%74%80%72%80%69%80%69%81%51%71%80%79%

bbcc

-224616531356111122668NET: Dissatisfied
-%8%5%11%5%13%5%3%6%30%3%5%6%

aaab

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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QRM2. Thinking generally about the service your organisation receives as a whole, how satisfied are you with the overall quality of the services you receive from Royal Mail as a recipient and sender?
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
12911254132989335811255396515112172610933392036341185Unweighted total
10011254142866343785263360518111066510763242166381192Weighted total

5166*3471561691692616Very Dissatisfied
5%1%1%*%47%1%1%*%1%1%1%1%2%3%1%1%1%

aba

10513014-22342415295135511952652Fairly Dissatisfied
10%4%7%5%-%6%4%9%4%6%5%5%5%6%2%4%4%

bbabceg

Neither Satisfied Nor
251817242*57129454583175117169593385183Dissatisfied
25%16%17%15%3%17%16%17%13%16%16%18%16%18%15%13%15%

abea

374391571241148314111150221434274418118102246470Fairly Satisfied
37%39%38%43%16%43%40%42%42%43%39%41%39%37%47%38%39%

ac

2243614810321133018214317743323142211673275469Very Satisfied
22%39%36%36%34%33%38%31%40%34%39%35%39%36%34%43%39%

ccfffdfbc

Don't Know (DO NOT READ
-2-2----22---2--2OUT)
-%*%-%1%-%-%-%-%1%*%-%-%-%1%-%-%*%

abcgaca

608753052273261615193293398868505840234176521938NET: Satisfied
60%78%74%79%50%76%78%73%81%77%78%76%78%72%81%82%79%

ccbfcc

15673614325412520356744672873268NET: Dissatisfied
15%6%9%5%47%7%5%9%5%7%6%7%6%9%3%5%6%

bbcgab

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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QRM2. Thinking generally about the service your organisation receives as a whole, how satisfied are you with the overall quality of the services you receive from Royal Mail as a recipient and sender?
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbac*babaSignificance Level: 95%
115922144178114071341155933116110051151108316667749011185Unweighted total
11790716216411417016116292611669791157109317627398831192Weighted total

8635168-16916131616-*131316Very Dissatisfied
7%1%2%3%1%1%-%1%1%1%1%1%1%-%1%2%1%1%

ab

636984935-504052455249-2384552Fairly Dissatisfied
5%4%6%5%4%5%-%4%4%4%5%4%4%-%3%5%5%4%

Neither Satisfied Nor
251302831179117-182142182175182157416128146183Dissatisfied
22%14%17%19%16%17%-%16%15%16%18%16%14%25%26%17%17%15%

bc

423666274443285-464373460386457427729299333470Fairly Satisfied
36%40%38%45%39%41%-%40%40%39%39%39%39%41%47%40%38%39%

3636957464532576447360453358449445615261345469Very Satisfied
31%41%35%28%40%37%100%38%39%39%37%39%41%34%24%35%39%39%

ccca

Don't Know (DO NOT READ
--2----22222-----2OUT)
-%-%1%-%-%-%-%*%*%*%*%*%-%-%-%-%-%*%

b

7873511912089654269117339147449058721344559678938NET: Satisfied
67%81%74%73%79%77%100%78%79%78%76%78%80%75%71%76%77%79%

ac

144212136542-674868586865-2515968NET: Dissatisfied
12%5%8%8%6%6%-%6%5%6%6%6%6%-%4%7%7%6%

b
Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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QRM2. Thinking generally about the service your organisation receives as a whole, how satisfied are you with the overall quality of the services you receive from Royal Mail as a recipient and sender?
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

bababababacbaSignificance Level: 95%
1614096222359960941091475710102166931185Unweighted total
161349742186893811110804687241022641011192Weighted total

1-61116--1688122216Very Dissatisfied
*%-%1%5%24%-%-%2%2%1%1%4%2%1%

ba

87173552--521734425552Fairly Dissatisfied
5%21%2%16%76%-%-%5%4%5%4%7%5%4%

bbab

Neither Satisfied Nor
29612756--11172541291401924183Dissatisfied
18%16%13%26%-%-%10%16%12%18%14%29%24%15%

bbcc

691438486-470504201932774072140470Fairly Satisfied
43%41%39%39%-%50%44%39%41%38%40%32%40%39%

b

53744128-469514171952744211530469Very Satisfied
33%22%45%13%-%50%46%39%42%38%41%24%29%39%

abab

Don't Know (DO NOT READ
2--2---2-2-2-2OUT)
1%-%-%1%-%-%-%*%-%*%-%4%-%*%

bc

12222824114-9381018383885518273670938NET: Satisfied
75%63%85%52%-%100%90%78%83%76%81%56%69%79%

abaaab

97234668--682642547768NET: Dissatisfied
5%21%2%21%100%-%-%6%6%6%5%11%7%6%

bbabc
Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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Table 58  (continuation)                                                                                                                                                                        Page 664

QRM2. Thinking generally about the service your organisation receives as a whole, how satisfied are you with the overall quality of the services you receive from Royal Mail as a recipient and sender?
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthMonthother main provider

DecNovOctJunMayAprMarFebJanDissatisfiedSatisfiedTOTAL

cbacbacba*baSignificance Level: 95%
139110142243955712216810941751185Unweighted total
143131118246975514016210061681192Weighted total

5-*5--33*-116Very Dissatisfied
4%-%*%2%-%-%2%2%*%-%*%1%

ab

7849335102-1352Fairly Dissatisfied
5%6%4%3%3%6%3%6%2%-%8%4%

Neither Satisfied Nor
18322427187172220-30183Dissatisfied
12%24%20%11%19%12%12%13%20%-%18%15%

c

624939903821715940668470Fairly Satisfied
43%37%33%36%39%39%51%37%41%100%40%39%

b

5140501163724456837-55469Very Satisfied
35%31%43%47%38%43%32%42%37%-%33%39%

b

Don't Know (DO NOT READ
-2--------22OUT)
-%2%-%-%-%-%-%-%-%-%1%*%

11289892067645116127786123938NET: Satisfied
79%68%76%84%78%82%83%79%78%100%73%79%

138513337132-1368NET: Dissatisfied
9%6%4%5%3%6%5%8%2%-%8%6%

a
Columns Tested: a,b - a,b,c - a,b,c - a,b,c
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QRM2. Thinking generally about the service your organisation receives as a whole, how satisfied are you with the overall quality of the services you receive from Royal Mail as a recipient and sender?
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
72713916415582768210689706399601185Unweighted total

102748605684921821888670132122721192Weighted total

47122211733387351Very Dissatisfied
5%1%3%3%3%2%9%1%3%4%6%5%4%4%

fhkll

78254612511551513589Fairly Dissatisfied
8%4%9%7%7%13%3%6%6%8%12%11%7%7%

glgg

Neither Satisfied Nor
1879771274139208232216210Dissatisfied

18%18%11%13%14%8%23%20%23%11%17%18%22%18%

hkhkhkdhjkhk

325142021402252483124384326381Fairly Satisfied
32%30%33%37%48%24%29%26%37%35%29%35%36%32%

hcfghklm

375222622224563872729453622446Very Satisfied
37%46%43%39%26%49%35%46%31%41%34%29%31%37%

abeimbiabeimbei

Don't Know (DO NOT READ
14***153*-122-16OUT)

1%1%1%1%1%5%1%*%-%2%2%1%-%1%

efjkm

70137464362671151365853837948826NET: Satisfied
68%76%76%76%74%73%63%72%67%76%63%64%66%69%

bgbcgmbg

12537681323138823208141NET: Dissatisfied
12%5%12%10%10%14%12%7%10%12%18%16%11%12%

lllflfl

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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Delivery time (when you receive your mail delivery) (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas?)
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

baedcbagfed*cbaSignificance Level: 95%
67850728650551818994815427891161121191185Unweighted total
62157147893011454595930688161021191192Weighted total

29221-*15022564-4551Very Dissatisfied
5%4%3%-%3%4%4%5%9%2%4%-%4%4%4%

ee

37525212843112173*81589Fairly Dissatisfied
6%9%11%21%13%8%7%7%21%6%4%3%8%12%7%

baabbdegdeg

Neither Satisfied Nor
10710282242029921281631916210Dissatisfied

17%18%16%29%18%12%18%22%36%9%18%18%19%13%18%

abeaeabdegee

186195152310366138111122993339381Fairly Satisfied
30%34%32%25%31%35%32%30%19%37%33%53%32%32%32%

f

25419117231242816191383643545446Very Satisfied
41%33%37%26%37%40%37%35%15%45%41%26%34%38%37%

afbfgfff

Don't Know (DO NOT READ
79*--*158-4--3-16OUT)
1%2%*%-%-%1%1%2%-%1%-%-%3%-%1%

a

4413863246227942992025065136884826NET: Satisfied
71%68%69%50%67%75%69%65%34%82%74%80%66%70%69%

dddfabfgfff

667472141345318237*1219141NET: Dissatisfied
11%13%14%21%15%12%12%12%30%8%8%3%12%16%12%

abdege
Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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Delivery time (when you receive your mail delivery) (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas?)
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*gfedcbacbaba*dcbaSignificance Level: 95%
24261931462216032985863012988872981744751185Unweighted total
3163459142212709236619338236956559575781192Weighted total

-1-5111025123271239*443251Very Dissatisfied
-%4%-%9%8%5%3%5%5%2%5%4%9%6%7%6%4%

aeaeaa

-15512135318442818721554989Fairly Dissatisfied
-%4%16%9%8%6%7%8%7%8%8%7%23%8%8%8%7%

ab

Neither Satisfied Nor
-181628301232912556291811812107210Dissatisfied
-%6%24%27%20%14%17%12%20%17%12%19%15%13%20%18%18%

fabffcb

2612124178224971841009728411918173381Fairly Satisfied
84%37%34%21%29%37%32%41%30%30%41%30%26%32%32%30%32%

ddaba

*59204877278732271467337212419209446Very Satisfied
16%29%25%34%34%36%39%31%37%43%31%39%28%40%33%36%37%

ecb

Don't Know (DO NOT READ
-3-*24677179---916OUT)
-%20%-%*%2%2%1%3%1%*%3%1%-%-%-%2%1%

abcdeaa

31120338915450217041124617065634337382826NET: Satisfied
100%66%60%55%63%73%71%72%66%73%72%69%53%72%65%66%69%

cded

-15102223783076353011128881141NET: Dissatisfied
-%8%16%18%16%11%11%13%12%10%13%12%32%14%15%14%12%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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Delivery time (when you receive your mail delivery) (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas?)
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cbababa*e*dcbaSignificance Level: 95%
-2749111281057841101282540614901185Unweighted total
-28690614610461001092242438624901192Weighted total

-1933942744*-981651Very Dissatisfied
-%6%4%6%4%7%4%2%-%24%12%3%4%

aaa

-2762127758522114389Fairly Dissatisfied
-%10%7%8%7%5%8%8%7%3%2%9%7%

Neither Satisfied Nor
-411692019016194134978210Dissatisfied
-%14%19%13%18%16%18%6%12%9%15%16%18%

-97284533273734411101726151381Fairly Satisfied
-%34%31%37%31%37%31%48%43%45%41%31%32%

-100345493963341269618197446Very Satisfied
-%35%38%34%38%33%38%25%37%15%28%40%37%

c

Don't Know (DO NOT READ
-2132142143*2*516OUT)
-%1%1%1%1%2%1%11%2%4%1%1%1%

-1986291037247075617192243348826NET: Satisfied
-%69%69%70%69%71%69%73%79%60%70%71%69%

-469522119121292210959141NET: Dissatisfied
-%16%10%15%11%12%12%10%7%27%14%12%12%

aa
Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c
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Delivery time (when you receive your mail delivery) (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas?)
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
12911254132989335811255396515112172610933392036341185Unweighted total
10011254142866343785263360518111066510763242166381192Weighted total

13492812319321611285036472581951Very Dissatisfied
13%4%7%4%47%5%4%6%3%5%4%5%4%8%3%3%4%

aba

10883127*215821223885578525194389Fairly Dissatisfied
10%8%8%10%3%6%7%8%6%7%8%9%8%8%9%7%7%

Neither Satisfied Nor
222026750*441573360712001311936140105210Dissatisfied
22%18%16%18%8%13%20%13%17%14%18%20%18%19%18%17%18%

dfdfdfdf

3035812483-13025810512218134520333710291184381Fairly Satisfied
30%32%30%29%-%38%33%40%34%35%31%30%31%32%42%29%32%

cabcgac

2341315611021222728413719241422840110657280446Very Satisfied
24%37%38%39%41%36%35%32%38%37%37%34%37%33%26%44%37%

ccbc

Don't Know (DO NOT READ
21683-7937916101362716OUT)
2%1%2%1%-%2%1%1%2%2%1%2%1%2%1%1%1%

537702791932252529189259372760431738208148464826NET: Satisfied
53%68%67%68%41%74%67%72%72%72%68%65%69%64%68%73%69%

ccbbbc

2313759393409037346513593132492762141NET: Dissatisfied
23%12%14%14%50%12%11%14%9%13%12%14%12%15%12%10%12%

abea
Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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Delivery time (when you receive your mail delivery) (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas?)
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbac*babaSignificance Level: 95%
115922144178114071341155933116110051151108316667749011185Unweighted total
11790716216411417016116292611669791157109317627398831192Weighted total

83112125140-513751485143-4344151Very Dissatisfied
7%3%8%7%4%6%-%4%4%4%5%4%4%-%6%5%5%4%

bb

156113138354-89688874888133597389Fairly Dissatisfied
13%7%8%8%7%8%-%8%7%8%8%8%7%20%5%8%8%7%

b

Neither Satisfied Nor
1717716312071201207153207190205189511140157210Dissatisfied
14%20%10%19%18%17%19%18%17%18%19%18%17%27%18%19%18%18%

a

312906050360224*373296371304367344429246268381Fairly Satisfied
26%32%37%30%32%32%2%32%32%32%31%32%31%25%47%33%30%32%

c

4633559574252545427362433349431421514247333446Very Satisfied
39%37%36%35%37%36%79%37%39%37%36%37%39%28%23%33%38%37%

a

Don't Know (DO NOT READ
-1232159-161016151615-*121216OUT)
-%1%2%1%1%1%-%1%1%1%2%1%1%-%1%2%1%1%

776261181067854785800657805652799766943493601826NET: Satisfied
65%69%73%65%69%68%81%69%71%69%67%69%70%53%70%67%68%69%

b

2492252513494-1401061391221391243793114141NET: Dissatisfied
20%10%15%15%12%13%-%12%11%12%12%12%11%20%11%13%13%12%

b
Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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Delivery time (when you receive your mail delivery) (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas?)
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

bababababacbaSignificance Level: 95%
1614096222359960941091475710102166931185Unweighted total
161349742186893811110804687241022641011192Weighted total

842130293-511438406551Very Dissatisfied
5%10%2%14%43%*%-%5%3%5%4%10%5%4%

babc

194622713344853357803789Fairly Dissatisfied
12%11%6%12%20%4%4%8%7%8%8%4%7%7%

ba

Neither Satisfied Nor
26316248912614195721371821513210Dissatisfied
16%10%17%22%13%13%13%18%15%19%18%23%13%18%

49133067410336423381622193162142381Fairly Satisfied
30%37%31%34%14%36%38%31%35%30%31%33%42%32%

bc

5811411355432503951802663931632446Very Satisfied
36%33%42%16%8%46%45%37%38%37%38%26%32%37%

abb

Don't Know (DO NOT READ
*-12427-1678113216OUT)
*%-%1%2%2%1%-%1%2%1%1%5%2%1%

c

1072471710915768937333424847093874826NET: Satisfied
66%69%74%50%22%82%83%68%73%67%69%58%74%69%

abaab

2778357433741364694120912141NET: Dissatisfied
17%21%9%26%63%4%4%13%10%13%12%13%12%12%

bab
Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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Delivery time (when you receive your mail delivery) (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas?)
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthMonthother main provider

DecNovOctJunMayAprMarFebJanDissatisfiedSatisfiedTOTAL

cbacbacba*baSignificance Level: 95%
139110142243955712216810941751185Unweighted total
143131118246975514016210061681192Weighted total

736174-59*-851Very Dissatisfied
5%2%5%7%4%-%4%5%*%-%5%4%

aa

1588152610188-2289Fairly Dissatisfied
10%6%7%6%2%10%7%11%8%-%13%7%

b

Neither Satisfied Nor
28312226249261627222210Dissatisfied
20%24%18%11%25%17%18%10%27%37%13%18%

cbb

384445822916444933352381Fairly Satisfied
27%34%39%33%30%29%31%30%33%40%31%32%

c

5345351043524516730163446Very Satisfied
37%34%30%42%36%44%36%42%30%23%37%37%

Don't Know (DO NOT READ
1-123*431-*16OUT)
1%-%1%1%3%1%3%2%1%-%*%1%

918981186644095116644115826NET: Satisfied
64%68%68%76%66%72%68%72%64%63%68%69%

221114325616278-30141NET: Dissatisfied
15%8%12%13%6%10%11%16%8%-%18%12%

ba
Columns Tested: a,b - a,b,c - a,b,c - a,b,c
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Delivery time (when you receive your mail delivery) (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas?)
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
72713916415582768210689706399601185Unweighted total

102748605684921821888670132122721192Weighted total

26*2*-2551435228Very Dissatisfied
3%*%3%1%-%2%3%3%1%6%2%4%2%2%

ijll

56*21551592*125359Fairly Dissatisfied
5%1%3%1%6%5%8%5%2%*%9%4%5%5%

jldjlldjldejl

Neither Satisfied Nor
1497661192218158341616168Dissatisfied

14%14%10%12%13%10%12%10%18%12%25%13%22%14%

bdfghijfk

klm

361152224402764773422304622422Fairly Satisfied
35%32%36%43%47%29%35%41%39%31%23%37%31%35%

cchcdhlmcc

416252824274773803335434929493Very Satisfied
40%53%46%43%32%52%40%42%38%50%32%40%40%41%

ceimicici

Don't Know (DO NOT READ
20*1*123*11102-22OUT)

2%1%2%1%1%2%1%*%1%2%8%1%-%2%

abfjklm

77641494867741371566756739551915NET: Satisfied
76%84%83%86%80%81%75%83%77%81%55%78%71%77%

cacmcacgmccccccc

82141572013341510587NET: Dissatisfied
8%1%6%2%6%7%11%7%3%6%11%8%7%7%

jllljljljlljljll
Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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Delivery consistency / reliability (e.g. arrives as promised consistently) (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas?)
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

baedcbagfed*cbaSignificance Level: 95%
67850728650551818994815427891161121191185Unweighted total
62157147893011454595930688161021191192Weighted total

14151-**28961--2228Very Dissatisfied
2%3%1%-%3%2%2%2%11%*%-%-%2%2%2%

abdeg

27323**35629106428159Fairly Dissatisfied
4%6%7%4%2%9%5%6%16%2%4%10%7%1%5%

aaeadegae

Neither Satisfied Nor
7592922415967103315*1322168Dissatisfied
12%16%19%28%25%15%14%15%17%11%18%3%12%19%14%

baabae

219203173310405169211112173842422Fairly Satisfied
35%36%36%35%38%35%35%37%35%36%24%44%37%35%35%

ddd

279214173312476171121494774052493Very Satisfied
45%37%37%32%32%39%42%37%20%49%54%43%39%43%41%

affgbfgff

Don't Know (DO NOT READ
715*--*2214-6--2-22OUT)
1%3%*%-%-%1%2%3%-%2%-%-%2%-%2%

4984173466228813403226069147893915NET: Satisfied
80%73%73%67%71%75%77%74%55%85%78%87%76%78%77%

afbfgfff

41474**38338167429487NET: Dissatisfied
7%8%8%4%5%10%7%8%27%2%4%10%9%3%7%

eabdege
Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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Delivery consistency / reliability (e.g. arrives as promised consistently) (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas?)
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*gfedcbacbaba*dcbaSignificance Level: 95%
24261931462216032985863012988872981744751185Unweighted total
3163459142212709236619338236956559575781192Weighted total

-12266129108919*161628Very Dissatisfied
-%4%5%3%5%3%2%4%2%3%4%2%5%2%10%3%2%

abac

-*24474283516851*6*3359Fairly Dissatisfied
-%2%5%6%3%3%6%3%6%5%3%5%3%10%*%6%5%

bb

Neither Satisfied Nor
*46103522894099294012826698168Dissatisfied

16%25%17%18%24%10%13%17%16%9%17%13%31%11%11%17%14%

ababaa

2313164184254952061219532712123189422Fairly Satisfied
84%18%37%28%29%40%36%40%33%36%40%34%27%36%41%33%35%

fcdffb

-512275389303752581617541822522235493Very Satisfied
-%31%34%45%37%42%43%32%42%48%32%44%33%42%38%41%41%

ccb

Don't Know (DO NOT READ
-3**3498113814---822OUT)
-%20%1%*%2%2%1%3%2%1%3%1%-%-%-%1%2%

abcdeaa

2824439417355617046428117074534645423915NET: Satisfied
84%49%72%73%66%82%79%72%75%83%72%78%60%78%79%73%77%

fffcfcfbcb

-1451113541845241870*764987NET: Dissatisfied
-%6%10%9%8%6%8%7%7%7%7%7%9%12%10%8%7%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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Delivery consistency / reliability (e.g. arrives as promised consistently) (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas?)
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cbababa*e*dcbaSignificance Level: 95%
-2749111281057841101282540614901185Unweighted total
-28690614610461001092242438624901192Weighted total

-1019721721*1411028Very Dissatisfied
-%3%2%5%2%7%2%2%5%11%2%2%2%

aa

-203910491049*1332159Fairly Dissatisfied
-%7%4%7%5%10%5%2%5%8%5%4%5%

a

Neither Satisfied Nor
-4412418150141546181469168Dissatisfied
-%15%14%12%14%14%14%25%3%20%22%14%14%

-11231063359393838161222183422Fairly Satisfied
-%39%34%43%34%39%35%34%64%32%36%37%35%

a

-98395454482946465919201493Very Satisfied
-%34%44%31%43%29%43%26%21%25%31%41%41%

bbb

Don't Know (DO NOT READ
-3192192193*23722OUT)
-%1%2%2%2%2%2%11%2%4%5%1%2%

-2107051088076784814212141384915NET: Satisfied
-%73%78%74%77%68%78%60%85%57%67%78%77%

bc

-30581770167112743187NET: Dissatisfied
-%10%6%12%7%16%6%3%10%19%6%6%7%

aaaa
Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
Table 60  (continuation)                                                                                                                                                                        Page 677

Delivery consistency / reliability (e.g. arrives as promised consistently) (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas?)
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
12911254132989335811255396515112172610933392036341185Unweighted total
10011254142866343785263360518111066510763242166381192Weighted total

928156391768142814281621128Very Dissatisfied
9%3%4%2%47%3%2%2%2%3%3%2%3%5%1%2%2%

abab

6582210-183518122255315514162559Fairly Dissatisfied
6%5%5%3%-%5%4%7%3%4%5%5%5%4%8%4%5%

ea

Neither Satisfied Nor
271605749*47117445374161108155662280168Dissatisfied
27%14%14%17%3%14%15%17%15%14%15%16%14%20%10%12%14%

abab

3340014896*1412851081221943872333749990229422Fairly Satisfied
33%36%36%34%6%41%36%41%34%37%35%35%35%30%42%36%35%

c

2546016111721203218415720046226445012183286493Very Satisfied
26%41%39%41%43%35%41%32%44%39%42%40%42%38%38%45%41%

ccfffffc

Don't Know (DO NOT READ
-19118-710391417151493822OUT)
-%2%3%3%-%2%1%1%2%3%2%2%1%3%1%1%2%

a

588603092143262606192279394849497824220173515915NET: Satisfied
58%76%75%75%50%76%77%73%77%76%76%75%77%68%80%81%77%

cccc

158637153275224193583458329183587NET: Dissatisfied
15%8%9%5%47%8%7%9%5%7%8%7%8%9%8%6%7%

ba
Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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Delivery consistency / reliability (e.g. arrives as promised consistently) (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas?)
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbac*babaSignificance Level: 95%
115922144178114071341155933116110051151108316667749011185Unweighted total
11790716216411417016116292611669791157109317627398831192Weighted total

714792817-281728212824-3222028Very Dissatisfied
6%2%4%6%2%2%-%2%2%2%2%2%2%-%5%3%2%2%

bbab

1145395635-584559555952*3424859Fairly Dissatisfied
9%5%2%6%5%5%-%5%5%5%6%5%5%1%4%6%5%5%

a

Neither Satisfied Nor
1412925301651161164130165135163150311110133168Dissatisfied
12%14%15%19%14%17%19%14%14%14%14%14%14%18%18%15%15%14%

423225865402260*417337413364407387524255314422Fairly Satisfied
36%35%36%40%35%37%2%36%36%35%37%35%35%31%40%34%36%35%

4338163504712665474381479385479461820294356493Very Satisfied
37%42%39%30%41%38%79%41%41%41%39%41%42%50%32%40%40%41%

c

Don't Know (DO NOT READ
-166-198-221522182219-*171222OUT)
-%2%3%-%2%1%-%2%2%2%2%2%2%-%1%2%1%2%

c

8570312111587352658917188927498858481444548670915NET: Satisfied
73%77%75%70%77%75%81%77%78%76%77%77%78%81%72%74%76%77%

185910198452-866387768776*6636887NET: Dissatisfied
15%7%6%11%7%7%-%7%7%7%8%8%7%1%9%9%8%7%

ab

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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Delivery consistency / reliability (e.g. arrives as promised consistently) (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas?)
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

bababababacbaSignificance Level: 95%
1614096222359960941091475710102166931185Unweighted total
161349742186893811110804687241022641011192Weighted total

321216194-28919204528Very Dissatisfied
2%7%1%7%27%*%-%3%2%3%2%6%4%2%

ba

11331281872571445495559Fairly Dissatisfied
7%8%3%13%26%1%1%5%3%6%5%8%5%5%

bab

Neither Satisfied Nor
27611652128412156581101401116168Dissatisfied
17%17%12%24%18%9%11%14%12%15%14%18%16%14%

ba

56133388416361383841702523551650422Fairly Satisfied
35%39%35%38%24%38%34%36%36%35%35%25%50%35%

bbc

6110456374472594352052884412325493Very Satisfied
38%29%47%17%5%50%53%40%44%40%43%35%25%41%

abaa

Don't Know (DO NOT READ
3-192-9121139166-22OUT)
2%-%2%1%-%1%1%2%3%1%2%9%-%2%

ac

1172379512020833978183755407963975915NET: Satisfied
73%67%82%55%29%89%87%76%80%75%78%60%75%77%

abaab

145444436112862265699987NET: Dissatisfied
9%16%4%20%53%1%1%8%5%9%7%14%9%7%

babbc
Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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Delivery consistency / reliability (e.g. arrives as promised consistently) (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas?)
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthMonthother main provider

DecNovOctJunMayAprMarFebJanDissatisfiedSatisfiedTOTAL

cbacbacba*baSignificance Level: 95%
139110142243955712216810941751185Unweighted total
143131118246975514016210061681192Weighted total

4-462-75*-528Very Dissatisfied
3%-%3%2%2%-%5%3%*%-%3%2%

a

77512*4789-859Fairly Dissatisfied
5%6%4%5%*%7%5%5%9%-%5%5%

bb

Neither Satisfied Nor
26182337176171211129168Dissatisfied
19%14%20%15%18%11%12%8%11%23%18%14%

545446812714535339560422Fairly Satisfied
38%41%39%33%28%25%38%33%39%74%36%35%

4950401094331557739*63493Very Satisfied
34%38%34%44%44%56%39%48%39%3%37%41%

Don't Know (DO NOT READ
12-28*251-322OUT)
1%2%-%1%9%1%1%3%1%-%2%2%

ac

104104861907045108131785123915NET: Satisfied
73%79%73%77%72%81%77%81%79%77%73%77%

1279182414139-1387NET: Dissatisfied
8%6%7%7%2%7%10%8%9%-%8%7%

Columns Tested: a,b - a,b,c - a,b,c - a,b,c
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Delivery consistency / reliability (e.g. arrives as promised consistently) (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas?)
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
72713916415582768210689706399601185Unweighted total

102748605684921821888670132122721192Weighted total

32*22*3574-23736Very Dissatisfied
3%*%3%3%*%4%3%4%4%-%2%3%9%3%

llldilm

471435-584287856Fairly Dissatisfied
5%3%6%6%6%-%3%4%5%4%6%6%11%5%

hhhhhghlm

Neither Satisfied Nor
112674138202213810135128Dissatisfied

11%12%11%7%15%9%11%12%15%11%8%11%6%11%

jj

275121717281759442115373024321Fairly Satisfied
27%25%28%30%34%19%33%23%24%21%28%24%33%27%

hh

348192222283358563538414217412Very Satisfied
34%40%37%40%33%36%32%30%41%55%31%35%24%35%

aaaabcfghijkl

m

Don't Know (DO NOT READ
21210981029355096332712240OUT)

21%21%16%15%12%32%19%27%11%9%25%22%17%20%

dedadeijkmdeijkdeide

62431383956501171005653787241732NET: Satisfied
61%65%64%70%67%55%64%53%65%76%59%59%56%61%

fhmabcfhm

792555310158210101592NET: Dissatisfied
8%3%9%9%6%4%6%8%9%4%8%8%21%8%

llbcdefgh

ijklm

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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Time of collection (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas?)
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

baedcbagfed*cbaSignificance Level: 95%
67850728650551818994815427891161121191185Unweighted total
62157147893011454595930688161021191192Weighted total

15211***3516426-4436Very Dissatisfied
2%4%2%2%2%2%3%4%8%1%6%-%4%3%3%

eeeee

27292**15422*12627456Fairly Dissatisfied
4%5%3%1%2%4%5%5%1%4%7%10%7%3%5%

Neither Satisfied Nor
64646114122431229132914128Dissatisfied
10%11%12%12%11%13%11%9%21%9%15%10%9%12%11%

beg

15017014436307140147518112128321Fairly Satisfied
24%30%29%45%38%22%27%31%24%24%20%67%21%24%27%

babebb

238174173312395139181253223349412Very Satisfied
38%30%36%32%30%39%35%30%30%41%37%10%33%41%35%

agg

Don't Know (DO NOT READ
12711281262329896313*2820240OUT)

21%20%17%7%17%21%20%21%16%21%14%2%27%17%20%

ddd

3883443176187022803220050135577732NET: Satisfied
63%60%65%77%68%61%61%61%55%65%58%78%53%65%61%

abb

42502**2893951412211792NET: Dissatisfied
7%9%5%3%5%6%8%8%8%5%13%10%10%6%8%

eee
Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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Time of collection (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas?)
Base: All respondents who use Royal Mail
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Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*gfedcbacbaba*dcbaSignificance Level: 95%
24261931462216032985863012988872981744751185Unweighted total
3163459142212709236619338236956559575781192Weighted total

-1*4105157236729*112336Very Dissatisfied
-%7%1%7%7%2%2%3%4%2%3%3%2%2%2%4%3%

abab

-*141083373515749-352256Fairly Dissatisfied
-%1%2%7%7%4%5%3%6%4%3%5%-%5%8%4%5%

Neither Satisfied Nor
-*551514892062462010812776128Dissatisfied
-%1%15%8%11%7%13%9%10%14%9%11%11%3%12%13%11%

bffbfcc

-681332661897316285732472215156321Fairly Satisfied
-%35%24%22%23%31%27%31%26%25%31%26%40%36%8%27%27%

bb

*814264387229782221127833422119195412Very Satisfied
16%52%42%45%30%41%32%33%36%33%33%35%31%35%34%34%35%

acacac

Don't Know (DO NOT READ
2167333215250116745019011221106240OUT)

84%5%16%11%23%15%21%21%19%22%21%20%15%20%37%18%20%

dfbdfac

*1422397515341915138419715158144224351732NET: Satisfied
16%87%66%66%53%72%59%64%62%58%64%61%71%71%42%61%61%

acdecacbb

-1181912491457211478*454592NET: Dissatisfied
-%7%3%14%14%6%7%6%9%6%6%8%2%7%10%8%8%

abeabe

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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Time of collection (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas?)
Base: All respondents who use Royal Mail

Produced by OLR
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Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cbababa*e*dcbaSignificance Level: 95%
-2749111281057841101282540614901185Unweighted total
-28690614610461001092242438624901192Weighted total

-630431431*-5*1036Very Dissatisfied
-%2%3%3%3%4%3%2%-%13%1%2%3%

ab

-183811459472-213256Fairly Dissatisfied
-%6%4%8%4%9%4%7%-%5%2%7%5%

a

Neither Satisfied Nor
-251031011891192*6853128Dissatisfied
-%9%11%7%11%9%11%8%1%15%13%11%11%

-732473029121299841211152321Fairly Satisfied
-%26%27%20%28%21%27%35%15%33%18%31%27%

b

-863264736527385614722151412Very Satisfied
-%30%36%32%35%27%35%27%59%19%35%31%35%

Don't Know (DO NOT READ
-7716343197292115661993240OUT)
-%27%18%30%19%29%19%22%25%15%30%19%20%

aaaa

-160573776564868415181933303732NET: Satisfied
-%56%63%53%63%48%63%62%74%52%54%62%61%

bbb

-2468167614782-724292NET: Dissatisfied
-%8%7%11%7%14%7%9%-%18%3%9%8%

aab

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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Time of collection (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas?)
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
12911254132989335811255396515112172610933392036341185Unweighted total
10011254142866343785263360518111066510763242166381192Weighted total

535117-827109143524351661436Very Dissatisfied
5%3%3%2%-%2%3%4%2%3%3%4%3%5%3%2%3%

a

6542015*213518112851304910123156Fairly Dissatisfied
6%5%5%5%8%6%4%7%3%5%5%5%5%3%5%5%5%

e

Neither Satisfied Nor
91234133-369531345712369122332666128Dissatisfied
9%11%10%11%-%11%12%12%9%11%11%10%11%10%12%10%11%

2930012495*9322064941433022052878867164321Fairly Satisfied
29%27%30%33%3%27%28%24%26%28%27%31%27%27%31%26%27%

f

333971347721202809213716839321838512061229412Very Satisfied
33%35%32%27%35%35%36%35%38%32%35%33%36%37%28%36%35%

cbb

Don't Know (DO NOT READ
17216835836512848761102051191975745134240OUT)
18%19%20%20%54%19%16%18%21%21%18%18%18%18%21%21%20%

gg

626972591722213500156231310695423673208128393732NET: Satisfied
62%62%63%60%38%62%64%59%64%60%63%64%62%64%59%62%61%

12903122*296228204286548425184692NET: Dissatisfied
12%8%7%8%8%9%8%11%5%8%8%8%8%8%8%7%8%

e
Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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Time of collection (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas?)
Base: All respondents who use Royal Mail

Produced by OLR
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Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbac*babaSignificance Level: 95%
115922144178114071341155933116110051151108316667749011185Unweighted total
11790716216411417016116292611669791157109317627398831192Weighted total

623753613-362336263631*2242536Very Dissatisfied
5%3%4%3%3%2%-%3%3%3%3%3%3%1%3%3%3%3%

7409145631-56495647564548404256Fairly Dissatisfied
6%4%6%8%5%4%-%5%5%5%5%5%4%24%13%5%5%5%

ac

Neither Satisfied Nor
1792181312585-127105127109127121*59189128Dissatisfied
15%10%11%8%11%12%-%11%11%11%11%11%11%1%8%12%10%11%

242623451306199-317241316276312291320199252321Fairly Satisfied
20%29%21%31%27%28%-%27%26%27%28%27%27%19%32%27%29%27%

4530857454002283398332407331405387613253310412Very Satisfied
38%34%35%28%35%32%44%34%36%35%34%35%35%38%21%34%35%35%

ca

Don't Know (DO NOT READ
1818137362191454229175225189222218313133166240OUT)
16%20%23%22%19%21%56%20%19%19%19%19%20%17%22%18%19%20%

68570919670642737155737236077176771033451562732NET: Satisfied
58%63%56%59%62%61%44%62%62%62%62%62%62%57%54%61%64%61%

136315199144-927292749276410646692NET: Dissatisfied
11%7%10%11%8%6%-%8%8%8%8%8%7%25%16%9%7%8%

ac
Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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Time of collection (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas?)
Base: All respondents who use Royal Mail

Produced by OLR
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Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

bababababacbaSignificance Level: 95%
1614096222359960941091475710102166931185Unweighted total
161349742186893811110804687241022641011192Weighted total

2419178172341026285336Very Dissatisfied
1%12%2%8%12%2%1%3%2%4%3%8%3%3%

bbac

15*3818734-562135446656Fairly Dissatisfied
10%*%4%8%11%4%-%5%5%5%4%10%5%5%

babc

Neither Satisfied Nor
1249831106914114418711449128Dissatisfied

7%11%10%14%14%7%13%11%9%12%11%7%9%11%

a

47122536821252342871162052801624321Fairly Satisfied
29%35%26%31%30%27%30%27%25%28%27%25%24%27%

4393654710379433691842283662023412Very Satisfied
27%26%37%22%15%40%38%34%39%31%36%32%23%35%

abaa

Don't Know (DO NOT READ
425202381218619221951451901236240OUT)
26%16%21%17%17%20%17%20%20%20%19%19%36%20%

bc

902161811531631776563004326453647732NET: Satisfied
56%61%63%53%45%67%69%61%64%60%63%56%47%61%

aba

1745735165129031607212892NET: Dissatisfied
11%12%6%16%23%5%1%8%7%8%7%18%8%8%

babc
Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
Table 61  (continuation)                                                                                                                                                                        Page 688

Time of collection (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas?)
Base: All respondents who use Royal Mail

Produced by OLR
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Satisfaction with
MonthMonthMonthother main provider

DecNovOctJunMayAprMarFebJanDissatisfiedSatisfiedTOTAL

cbacbacba*baSignificance Level: 95%
139110142243955712216810941751185Unweighted total
143131118246975514016210061681192Weighted total

4817-58222336Very Dissatisfied
3%6%1%3%-%9%6%1%2%37%2%3%

abcb

61316535126-1456Fairly Dissatisfied
4%1%2%7%5%5%4%7%6%-%8%5%

Neither Satisfied Nor
1914191811517169-14128Dissatisfied
13%11%16%7%11%9%12%10%9%-%8%11%

414727681411414228444321Fairly Satisfied
29%36%23%28%15%21%29%26%28%60%26%27%

ab

484255882421436625*49412Very Satisfied
34%32%47%36%25%38%30%41%25%3%29%35%

bca

Don't Know (DO NOT READ
252012504310262429-44240OUT)
18%15%10%20%44%18%19%15%29%-%26%20%

acb

89898315638328410854493732NET: Satisfied
62%68%70%63%40%58%60%67%54%63%56%61%

bba

109323581313821792NET: Dissatisfied
7%7%3%9%5%14%9%8%8%37%10%8%

Columns Tested: a,b - a,b,c - a,b,c - a,b,c
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Table 61  (continuation)                                                                                                                                                                        Page 689

Time of collection (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas?)
Base: All respondents who use Royal Mail

Produced by OLR
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GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
72713916415582768210689706399601185Unweighted total

102748605684921821888670132122721192Weighted total

10-1--*223-2--11Very Dissatisfied
1%-%1%-%-%*%1%1%3%-%2%-%-%1%

jl

23*1222331254227Fairly Dissatisfied
2%1%2%3%3%2%1%1%1%4%4%3%2%2%

Neither Satisfied Nor
9234112514208711105100Dissatisfied

9%6%7%2%14%6%8%11%9%11%8%8%7%8%

jjjljjjjjj

272132119221855501914353722325Fairly Satisfied
26%26%35%33%26%20%30%27%22%20%26%30%30%27%

dehmdh

392222426343473664040384325464Very Satisfied
38%45%41%46%41%37%40%35%47%57%29%35%35%39%

cccabcfghikm

Don't Know (DO NOT READ
237119914333546166412919266OUT)

23%22%14%16%16%36%19%24%18%9%31%23%26%22%

djkddegijklmdkdijkddk

66434464456521281175954738047788NET: Satisfied
65%71%76%79%67%57%70%62%68%77%55%65%65%66%

chcfhmabcfhimcfhm

34*2222554274237NET: Dissatisfied
3%1%3%3%3%2%3%3%5%4%6%3%2%3%

l
Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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Collection reliability (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas?)
Base: All respondents who use Royal Mail
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UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

baedcbagfed*cbaSignificance Level: 95%
67850728650551818994815427891161121191185Unweighted total
62157147893011454595930688161021191192Weighted total

371***1072-1-**11Very Dissatisfied
1%1%2%2%4%1%1%1%4%-%1%-%*%*%1%

aeaee

9171-**2610-25-5427Fairly Dissatisfied
1%3%1%-%2%2%2%2%-%1%6%-%5%3%2%

ege

Neither Satisfied Nor
455551*3963910225*614100Dissatisfied

7%10%10%12%5%11%8%8%16%7%6%3%6%12%8%

bde

1621631333731114513712163224325Fairly Satisfied
26%28%28%36%34%24%27%32%23%23%24%38%31%20%27%

aea

265198183312445147221443783256464Very Satisfied
43%35%39%33%36%42%39%32%38%47%42%49%31%47%39%

abgbg

Don't Know (DO NOT READ
135131912625711211681822621266OUT)

22%23%20%17%19%21%22%24%19%22%21%10%26%18%22%

4273613166197572923621558146480788NET: Satisfied
69%63%67%69%69%66%66%64%60%70%66%88%63%67%66%

a

13251*113617226-6437NET: Dissatisfied
2%4%3%2%6%2%3%4%4%1%7%-%5%3%3%

beee
Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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Collection reliability (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas?)
Base: All respondents who use Royal Mail

Produced by OLR
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Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*gfedcbacbaba*dcbaSignificance Level: 95%
24261931462216032985863012988872981744751185Unweighted total
3163459142212709236619338236956559575781192Weighted total

-1**5-265-65*1*611Very Dissatisfied
-%5%*%*%3%-%*%2%1%-%2%1%7%2%1%1%1%

abdabaa

--*265135148521-321127Fairly Dissatisfied
-%-%*%4%4%3%2%2%2%2%2%2%-%5%3%2%2%

Neither Satisfied Nor
-*1691668105040109011462100Dissatisfied
-%2%2%11%6%8%10%4%8%12%4%9%10%2%7%11%8%

eeccbc

-571536711867016589702542197149325Fairly Satisfied
-%32%21%25%25%34%26%30%27%26%30%27%30%32%12%26%27%

abb

*916275286269922521199237122124235464Very Satisfied
16%54%46%46%36%41%38%39%41%35%39%39%40%35%41%41%39%

ac

Don't Know (DO NOT READ
21108353317051133825121511421116266OUT)

84%8%30%14%25%15%24%22%21%24%22%22%14%24%36%20%22%

bdfbfbdfa

*1423428715845516241820816262644031384788NET: Satisfied
16%86%68%71%62%74%64%69%67%62%69%65%69%67%53%66%66%

aceacb

-1*311515111981126*421737NET: Dissatisfied
-%5%1%4%8%3%2%5%3%2%5%3%7%7%4%3%3%

ab

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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Collection reliability (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas?)
Base: All respondents who use Royal Mail
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Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cbababa*e*dcbaSignificance Level: 95%
-2749111281057841101282540614901185Unweighted total
-28690614610461001092242438624901192Weighted total

-473828--22211Very Dissatisfied
-%1%1%2%1%2%1%-%-%6%4%*%1%

aa

-1016918423--2*1327Fairly Dissatisfied
-%4%2%6%2%4%2%-%-%6%1%3%2%

a

Neither Satisfied Nor
-25767935951*1737100Dissatisfied
-%9%8%5%9%5%9%6%1%2%12%7%8%

-73251372873129411399151325Fairly Satisfied
-%26%28%26%27%31%27%46%14%24%15%31%27%

b

-9836647416284366141625187464Very Satisfied
-%34%40%32%40%28%40%26%59%43%41%38%39%

b

Don't Know (DO NOT READ
-76190432233023656717101266OUT)
-%27%21%29%21%30%22%22%26%19%27%21%22%

aa

-171618857045973017182535338788NET: Satisfied
-%60%68%58%67%59%67%72%73%67%56%69%66%

bbb

-14231126631--531537NET: Dissatisfied
-%5%3%8%3%6%3%-%-%13%5%3%3%

aaa
Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c
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Table 62  (continuation)                                                                                                                                                                        Page 693

Collection reliability (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas?)
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
12911254132989335811255396515112172610933392036341185Unweighted total
10011254142866343785263360518111066510763242166381192Weighted total

31134-36*5787881211Very Dissatisfied
3%1%1%1%-%1%1%*%1%1%1%1%1%2%1%*%1%

a

427118-8189814271727581327Fairly Dissatisfied
4%2%3%3%-%2%2%3%2%3%2%3%2%2%4%2%2%

Neither Satisfied Nor
7992724-2269152239995396252350100Dissatisfied
7%9%6%8%-%7%9%6%6%8%9%8%9%8%11%8%8%

283081148919423372911413062002918959172325Fairly Satisfied
28%27%27%31%11%27%30%27%25%27%28%30%27%27%27%27%27%

41443173103214331311214520844025343413571255464Very Satisfied
41%39%42%36%36%42%40%42%40%40%40%38%40%42%33%40%39%

b

Don't Know (DO NOT READ
17238875837314656901102291352216353146266OUT)
17%21%21%20%54%21%19%21%25%21%21%20%21%19%25%23%22%

g

697512861923237546183236349747453724224130427788NET: Satisfied
69%67%69%67%46%69%70%70%66%67%67%68%67%69%60%67%66%

b

7371412-11249132035243513101537NET: Dissatisfied
7%3%3%4%-%3%3%3%4%4%3%4%3%4%4%2%3%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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Collection reliability (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas?)
Base: All respondents who use Royal Mail

Produced by OLR
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Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbac*babaSignificance Level: 95%
115922144178114071341155933116110051151108316667749011185Unweighted total
11790716216411417016116292611669791157109317627398831192Weighted total

245*85-118119117-15611Very Dissatisfied
2%*%3%*%1%1%-%1%1%1%1%1%1%-%2%1%1%1%

bb

519372715-27202723272322202127Fairly Dissatisfied
4%2%2%4%2%2%-%2%2%2%2%2%2%10%3%3%2%2%

Neither Satisfied Nor
167510796673987898829894336576100Dissatisfied
13%8%6%4%8%10%42%8%8%8%8%8%9%15%6%9%9%8%

cc

232653747311182-320244320279319297318215253325Fairly Satisfied
20%29%23%28%27%26%-%28%26%27%29%28%27%17%28%29%29%27%

c

483446960455265*452375459383455428821280345464Very Satisfied
41%38%42%37%40%38%2%39%40%39%39%39%39%49%35%38%39%39%

Don't Know (DO NOT READ
2320239432441684255201252202249245216154182266OUT)
20%22%24%26%21%24%56%22%22%22%21%21%22%9%26%21%21%22%

71609105107766447*7726187796627747251139495598788NET: Satisfied
61%67%65%65%67%64%2%66%67%67%68%67%66%66%63%67%68%66%

822883520-37283732373023242737NET: Dissatisfied
7%2%5%5%3%3%-%3%3%3%3%3%3%10%5%3%3%3%

b
Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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Collection reliability (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas?)
Base: All respondents who use Royal Mail
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Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

bababababacbaSignificance Level: 95%
1614096222359960941091475710102166931185Unweighted total
161349742186893811110804687241022641011192Weighted total

31296*-112955111Very Dissatisfied
2%4%*%4%8%*%-%1%*%1%*%7%1%1%

baac

731017812-271116194427Fairly Dissatisfied
5%7%1%8%11%1%-%2%2%2%2%6%4%2%

bac

Neither Satisfied Nor
1817724854128931699235100Dissatisfied
11%4%8%11%11%6%10%8%7%10%9%5%5%8%

41132576719252322921321922801726325Fairly Satisfied
25%38%26%31%28%27%29%27%28%27%27%26%26%27%

51114075614408444191762884062630464Very Satisfied
31%31%42%26%20%43%40%39%38%40%40%40%30%39%

ab

Don't Know (DO NOT READ
4262214514211232431161502191035266OUT)
26%17%23%21%20%23%21%22%25%21%21%16%35%22%

bc

922466512333660777113084806864356788NET: Satisfied
57%69%68%57%49%70%69%66%66%66%67%66%56%66%

aba

10411261313-371225248537NET: Dissatisfied
6%11%1%12%19%1%-%3%3%3%2%13%5%3%

bac
Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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Collection reliability (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas?)
Base: All respondents who use Royal Mail
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Satisfaction with
MonthMonthMonthother main provider

DecNovOctJunMayAprMarFebJanDissatisfiedSatisfiedTOTAL

cbacbacba*baSignificance Level: 95%
139110142243955712216810941751185Unweighted total
143131118246975514016210061681192Weighted total

42-*--21*-411Very Dissatisfied
3%2%-%*%-%-%2%1%*%-%2%1%

a

-3185135-2627Fairly Dissatisfied
-%2%1%3%6%2%2%3%-%37%4%2%

Neither Satisfied Nor
151015121267138-16100Dissatisfied
11%8%13%5%13%12%5%8%8%-%10%8%

c

345133581615493731444325Fairly Satisfied
24%39%28%24%17%26%35%23%31%60%26%27%

cb

604856992019517833*55464Very Satisfied
42%37%47%40%21%34%36%48%33%3%33%39%

bac

Don't Know (DO NOT READ
291613684314282628-42266OUT)
20%13%11%28%44%26%20%16%28%-%25%22%

aacb

959989157373310011663499788NET: Satisfied
66%76%75%64%38%60%71%72%64%63%59%66%

bb

45195156*21037NET: Dissatisfied
3%4%1%4%6%2%4%4%*%37%6%3%

a
Columns Tested: a,b - a,b,c - a,b,c - a,b,c
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Collection reliability (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas?)
Base: All respondents who use Royal Mail

Produced by OLR
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GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
72713916415582768210689706399601185Unweighted total

102748605684921821888670132122721192Weighted total

53122*512114155857Very Dissatisfied
5%1%4%3%*%6%7%6%4%2%4%4%11%5%

ilililildijklm

613439351075810572Fairly Dissatisfied
6%7%7%6%10%4%3%6%8%7%6%8%7%6%

Neither Satisfied Nor
1553851411323385191914172Dissatisfied

15%7%14%9%17%12%17%18%9%7%14%15%20%14%

lllldjlldjl

253161619281752362218293416305Fairly Satisfied
25%33%27%34%34%19%29%19%26%25%22%28%22%26%

fhmfhmfh

379202219273358693837514027440Very Satisfied
37%41%37%34%32%36%32%37%44%53%39%32%37%37%

bfghijkm

Don't Know (DO NOT READ
12656752123298420152145OUT)

12%11%10%13%6%23%12%15%9%5%15%12%3%12%

aaadeiklmaadaa

63236393956511101056055807443745NET: Satisfied
62%74%65%68%66%55%60%56%70%78%61%60%59%63%

abfghmffabcfghkm

114475991821106131513129NET: Dissatisfied
11%8%11%10%11%9%10%11%12%9%10%12%18%11%

l
Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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Latest collection time (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas?)
Base: All respondents who use Royal Mail
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UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

baedcbagfed*cbaSignificance Level: 95%
67850728650551818994815427891161121191185Unweighted total
62157147893011454595930688161021191192Weighted total

28292-*1552441010-5257Very Dissatisfied
5%5%4%-%5%5%5%5%8%3%12%-%5%1%5%

aaeg

38342*1170373117-5472Fairly Dissatisfied
6%6%4%1%11%3%6%8%5%4%8%-%5%3%6%

bde

Neither Satisfied Nor
78947214165681443951016172Dissatisfied
13%16%15%25%6%15%14%15%23%14%11%33%10%14%14%

acb

15515013338291112137226103033305Fairly Satisfied
25%26%29%32%35%26%25%24%22%23%29%60%30%28%26%

2411991833124231462113932*4048440Very Satisfied
39%35%38%30%35%41%37%32%36%45%36%3%39%40%37%

g

Don't Know (DO NOT READ
8065511314073432411216145OUT)
13%11%11%12%9%10%12%16%6%11%4%4%12%13%12%

ded

3963493156207142573421157107081745NET: Satisfied
64%61%66%62%70%67%62%56%58%69%66%63%68%68%63%

ggg

66634*121266172017-106129NET: Dissatisfied
11%11%8%1%15%8%11%13%12%7%20%-%10%5%11%

ddaeabe

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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Latest collection time (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas?)
Base: All respondents who use Royal Mail
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Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*gfedcbacbaba*dcbaSignificance Level: 95%
24261931462216032985863012988872981744751185Unweighted total
3163459142212709236619338236956559575781192Weighted total

-12614629123791246*173057Very Dissatisfied
-%4%7%10%10%3%4%5%6%3%5%5%2%2%12%5%5%

ababaac

-*331012421045181063*473672Fairly Dissatisfied
-%1%9%6%7%6%6%4%7%5%4%7%5%6%12%6%6%

Neither Satisfied Nor
218517221183183583114114588172Dissatisfied

84%3%22%9%12%10%17%13%13%17%13%15%11%6%9%15%14%

bdfbfc

-6510376617576147827622921710133305Fairly Satisfied
-%37%15%17%26%31%25%32%24%24%32%24%35%28%17%23%26%

dedeaba

*815284286258802321288036021923224440Very Satisfied
16%47%43%48%30%40%36%34%37%38%34%38%37%32%40%39%37%

cacc

Don't Know (DO NOT READ
-11622208728754328118115567145OUT)
-%7%4%10%16%10%12%12%12%13%12%12%10%25%9%12%12%

eab

*1420387915243315537921115559043633358745NET: Satisfied
16%85%58%65%55%72%61%66%61%62%66%62%71%60%57%62%63%

acdeace

-15924187121822721108*51466129NET: Dissatisfied
-%5%15%15%17%8%10%9%13%8%9%11%7%8%24%11%11%

abaac

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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Latest collection time (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas?)
Base: All respondents who use Royal Mail
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Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cbababa*e*dcbaSignificance Level: 95%
-2749111281057841101282540614901185Unweighted total
-28690614610461001092242438624901192Weighted total

-1740949849-2732357Very Dissatisfied
-%6%4%6%5%8%4%-%7%18%5%5%5%

ab

-22501458116122*23272Fairly Dissatisfied
-%8%6%10%6%11%6%9%10%1%3%7%6%

a

Neither Satisfied Nor
-431292115114158112882172Dissatisfied
-%15%14%15%14%14%15%6%5%7%13%17%14%

-6024527278252801051019132305Fairly Satisfied
-%21%27%19%27%25%26%43%20%26%31%27%26%

b

-10733350391264148101223166440Very Satisfied
-%38%37%34%37%26%38%33%39%31%38%34%37%

b

Don't Know (DO NOT READ
-361092412116129247656145OUT)
-%13%12%17%12%16%12%9%18%18%10%11%12%

-168578776685169518142243298745NET: Satisfied
-%59%64%53%64%51%64%76%60%57%69%61%63%

bb

-39912310620110247555129NET: Dissatisfied
-%14%10%16%10%20%10%9%17%18%8%11%11%

a
Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c
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Latest collection time (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas?)
Base: All respondents who use Royal Mail
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Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
12911254132989335811255396515112172610933392036341185Unweighted total
10011254142866343785263360518111066510763242166381192Weighted total

9531817-173916153049334918112557Very Dissatisfied
9%5%4%6%-%5%5%6%4%6%4%5%5%6%5%4%5%

197031113254220222968456617163672Fairly Dissatisfied
19%6%7%4%55%7%5%7%6%6%6%7%6%5%8%6%6%

ab

Neither Satisfied Nor
81625049-4612035576916088156323799172Dissatisfied
8%14%12%17%-%14%15%13%16%13%14%13%14%10%17%16%14%

cc

242841238119120470851522821922749757151305Fairly Satisfied
24%25%30%28%15%27%26%27%24%29%25%29%25%30%26%24%26%

a

3442215788112929610114017841923240513365241440Very Satisfied
34%37%38%31%23%38%38%38%39%34%38%35%38%41%30%38%37%

bb

Don't Know (DO NOT READ
61353640*348421406113276127263087145OUT)
6%12%9%14%6%10%11%8%11%12%12%11%12%8%14%14%12%

ccc

587052791692220500171226330702424679230122391745NET: Satisfied
58%63%67%59%38%64%64%65%63%64%63%64%63%71%56%61%63%

cab

2812349283428136375911678115362861129NET: Dissatisfied
28%11%12%10%55%12%10%14%10%11%10%12%11%11%13%10%11%

ab

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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Latest collection time (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas?)
Base: All respondents who use Royal Mail

Produced by OLR
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Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbac*babaSignificance Level: 95%
115922144178114071341155933116110051151108316667749011185Unweighted total
11790716216411417016116292611669791157109317627398831192Weighted total

74010205730-574257465752*3394057Very Dissatisfied
6%4%6%12%5%4%-%5%5%5%5%5%5%1%6%5%5%5%

ab

18449197250-72567259726247435872Fairly Dissatisfied
16%5%6%12%6%7%-%6%6%6%6%6%6%24%11%6%7%6%

abb

Neither Satisfied Nor
1513324211661173169136169144169154*14116123172Dissatisfied
13%15%15%13%15%17%42%15%15%15%15%15%14%1%23%16%14%14%

c

292413537285177-299227296255292280411181230305Fairly Satisfied
24%27%22%23%25%25%-%26%24%25%26%25%26%25%18%24%26%26%

3833562474232394424347429355424412818264335440Very Satisfied
33%37%38%29%37%34%56%36%37%37%36%37%38%48%30%36%38%37%

c

Don't Know (DO NOT READ
10114211913889*141118142118142133*79597145OUT)

8%13%13%12%12%13%2%12%13%12%12%12%12%1%12%13%11%12%

67575988570841647235737256117176921230445565745NET: Satisfied
57%63%60%52%62%59%56%62%62%62%62%62%63%73%48%60%64%63%

ca

2684193912980-129991291061291144118398129NET: Dissatisfied
22%9%12%24%11%11%-%11%11%11%11%11%10%25%17%11%11%11%

abab

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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Latest collection time (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas?)
Base: All respondents who use Royal Mail
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Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

bababababacbaSignificance Level: 95%
1614096222359960941091475710102166931185Unweighted total
161349742186893811110804687241022641011192Weighted total

75352211312551741486457Very Dissatisfied
5%16%4%10%16%3%2%5%4%6%5%9%4%5%

bba

1524329123827026465451372Fairly Dissatisfied
9%5%4%13%18%4%2%6%6%6%5%7%13%6%

bac

Neither Satisfied Nor
222146268121916353119155610172Dissatisfied
14%5%15%12%12%13%8%15%11%16%15%10%10%14%

b

36102376814240382671271782652020305Fairly Satisfied
22%28%24%31%21%26%34%25%27%25%26%31%19%26%

b

6183875314396394011832573752241440Very Satisfied
38%25%40%24%21%42%35%37%39%36%37%33%41%37%

ab

Don't Know (DO NOT READ
198126198112211246284124613145OUT)
12%22%13%9%12%12%19%11%13%12%12%10%13%12%

a

971862412229636776683104356404161745NET: Satisfied
60%53%64%56%42%68%69%62%66%60%63%64%60%63%

aba

22778512369412542871021017129NET: Dissatisfied
14%21%8%24%33%7%4%12%9%12%10%16%17%11%

babc
Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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Latest collection time (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas?)
Base: All respondents who use Royal Mail

Produced by OLR
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Satisfaction with
MonthMonthMonthother main provider

DecNovOctJunMayAprMarFebJanDissatisfiedSatisfiedTOTAL

cbacbacba*baSignificance Level: 95%
139110142243955712216810941751185Unweighted total
143131118246975514016210061681192Weighted total

86*213567221157Very Dissatisfied
6%4%*%8%3%9%4%4%2%37%6%5%

aa

65525338133-1572Fairly Dissatisfied
4%4%4%10%4%5%6%8%3%-%9%6%

b

Neither Satisfied Nor
26201329179241618-21172Dissatisfied
18%15%11%12%17%16%17%10%18%-%13%14%

32473857228324226240305Fairly Satisfied
23%36%32%23%22%15%23%26%26%37%24%26%

c

494754894017536627260440Very Satisfied
34%36%46%36%42%31%38%41%27%26%36%37%

ca

Don't Know (DO NOT READ
2267261113171824-21145OUT)
15%5%6%11%12%23%12%11%24%-%13%12%

abcbc

819491145622685108534100745NET: Satisfied
57%72%78%59%64%46%60%67%53%63%60%63%

ccaa

14116466814205225129NET: Dissatisfied
10%8%5%19%7%14%10%12%5%37%15%11%

ba
Columns Tested: a,b - a,b,c - a,b,c - a,b,c
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Latest collection time (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas?)
Base: All respondents who use Royal Mail

Produced by OLR
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GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
72713916415582768210689706399601185Unweighted total

102748605684921821888670132122721192Weighted total

35-11251031353338Very Dissatisfied
3%-%2%2%3%5%5%2%1%4%4%3%5%3%

llllllll

513435-7543108861Fairly Dissatisfied
5%6%7%5%6%-%4%3%5%4%8%6%11%5%

hhhhhhfhm

Neither Satisfied Nor
11079682152312923910132Dissatisfied

11%14%15%10%10%3%8%12%14%12%17%7%13%11%

hhhhhhhhh

335131715363673592915314115380Fairly Satisfied
33%27%28%26%43%40%40%32%33%22%23%34%20%32%

aacdjklacdjacdjl

443242829314469803839555335525Very Satisfied
43%50%47%52%37%48%38%43%44%55%42%43%49%44%

gigim

Don't Know (DO NOT READ
53113157182178258OUT)

5%3%1%5%1%5%4%10%3%2%6%7%2%5%

kkdiklkk

77837454467801421396654869449904NET: Satisfied
76%77%75%77%80%87%78%74%77%77%65%77%69%76%

acfkm

86354751785615111198NET: Dissatisfied
8%6%9%7%9%5%9%4%6%8%12%9%16%8%

fhl

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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Amount / level of lost mail (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas?)
Base: All respondents who use Royal Mail
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UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

baedcbagfed*cbaSignificance Level: 95%
67850728650551818994815427891161121191185Unweighted total
62157147893011454595930688161021191192Weighted total

25131***37104113-5338Very Dissatisfied
4%2%2%4%2%1%3%2%6%4%3%-%5%3%3%

28332*115824615424561Fairly Dissatisfied
5%6%5%5%7%5%5%5%9%5%5%10%4%4%5%

Neither Satisfied Nor
6369611412661521741811132Dissatisfied
10%12%12%8%13%14%11%13%8%7%8%27%18%9%11%

eade

18919117341036314615962143448380Fairly Satisfied
30%33%36%37%41%33%32%32%26%31%25%23%33%40%32%

d

283241194312505195251514473747525Very Satisfied
46%42%41%46%36%42%44%42%42%49%50%40%36%39%44%

b

Don't Know (DO NOT READ
34242-*256235128-3558OUT)

5%4%4%-%2%6%5%5%9%4%10%-%3%4%5%

e

4724323677228683424024865107195904NET: Satisfied
76%76%77%83%77%75%76%74%68%81%74%63%70%80%76%

bfg

5346311295349267210898NET: Dissatisfied
8%8%7%9%9%6%8%7%15%9%8%10%10%7%8%

g
Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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Amount / level of lost mail (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas?)
Base: All respondents who use Royal Mail

Produced by OLR
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Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*gfedcbacbaba*dcbaSignificance Level: 95%
24261931462216032985863012988872981744751185Unweighted total
3163459142212709236619338236956559575781192Weighted total

-1**911179218929-*41638Very Dissatisfied
-%4%*%*%6%5%2%4%3%2%4%3%-%1%7%3%3%

adadc

-*3211152911341511491433761Fairly Dissatisfied
-%1%8%3%8%7%4%5%6%4%5%5%12%7%5%6%5%

Neither Satisfied Nor
*479162070367224369613661132Dissatisfied

16%27%21%16%11%10%10%15%12%7%15%10%12%5%11%11%11%

abcabaaa

-21019526922682201968229722516170380Fairly Satisfied
-%14%30%32%37%32%32%35%32%28%35%31%40%42%27%29%32%

ffffab

-913244986333852611788543922026273525Very Satisfied
-%55%40%40%35%40%47%36%42%53%36%46%36%34%45%47%44%

ccbcbc

Don't Know (DO NOT READ
2**5511341229171246-732258OUT)

84%1%*%9%3%5%5%5%5%5%5%5%-%11%5%4%5%

ea

-11244310115455916846327416873644641442904NET: Satisfied
-%68%70%72%71%73%79%71%75%81%71%77%76%77%72%76%76%

bcb

-13220264620552320781575398NET: Dissatisfied
-%4%9%3%14%12%6%9%9%7%9%8%12%8%12%9%8%

adad

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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Amount / level of lost mail (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas?)
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cbababa*e*dcbaSignificance Level: 95%
-2749111281057841101282540614901185Unweighted total
-28690614610461001092242438624901192Weighted total

-132510271028*2441638Very Dissatisfied
-%5%3%7%3%10%3%1%10%11%6%3%3%

aaa

-1743456-612**12961Fairly Dissatisfied
-%6%5%3%5%-%6%9%1%1%1%6%5%

b

Neither Satisfied Nor
-3695171141112192*1165132Dissatisfied
-%13%11%12%11%11%11%36%9%1%18%13%11%

cc

-7830243336313486101619148380Fairly Satisfied
-%27%33%30%32%32%32%27%43%42%31%30%32%

-1254006546046479691226208525Very Satisfied
-%44%44%45%44%46%44%26%37%31%42%42%44%

Don't Know (DO NOT READ
-1741553256*-5*2458OUT)
-%6%5%4%5%2%5%2%-%14%1%5%5%

ab

-2037021087967782712192845356904NET: Satisfied
-%71%77%74%76%77%76%53%80%73%73%73%76%

b

-30681584108823454598NET: Dissatisfied
-%11%8%10%8%10%8%9%11%12%8%9%8%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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Amount / level of lost mail (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas?)
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
12911254132989335811255396515112172610933392036341185Unweighted total
10011254142866343785263360518111066510763242166381192Weighted total

637177316231414223724379101938Very Dissatisfied
6%3%4%3%47%5%3%5%4%4%3%4%3%3%5%3%3%

8603517-16491120246044572293061Fairly Dissatisfied
8%5%8%6%-%5%6%4%6%5%5%7%5%7%4%5%5%

b

Neither Satisfied Nor
171285543*448635447212784119372368132Dissatisfied
17%11%13%15%8%13%11%13%12%14%11%13%11%12%10%11%11%

b

323631291001972678810216735222934110983179380Fairly Satisfied
32%32%31%35%17%28%34%34%28%32%32%34%32%34%38%28%32%

eea

30480158108215032410515920747725546413583306525Very Satisfied
30%43%38%38%27%44%41%40%44%40%43%38%43%42%38%48%44%

cbbb

Don't Know (DO NOT READ
6572110-203611212657305711103758OUT)
6%5%5%4%-%6%5%4%6%5%5%4%5%3%4%6%5%

628432872083247591193261374829484805244165485904NET: Satisfied
62%75%69%73%45%72%75%73%72%72%75%73%75%75%76%76%76%

ac

149752243327224344797689431194998NET: Dissatisfied
14%9%12%9%47%9%9%9%10%9%9%10%9%10%9%8%8%

bb
Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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Amount / level of lost mail (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas?)
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbac*babaSignificance Level: 95%
115922144178114071341155933116110051151108316667749011185Unweighted total
11790716216411417016116292611669791157109317627398831192Weighted total

523993626-383036343432-2273238Very Dissatisfied
4%3%6%5%3%4%-%3%3%3%3%3%3%-%3%4%4%3%

b

1541575939158455957595316404761Fairly Dissatisfied
13%5%3%4%5%6%19%5%5%5%6%5%5%9%10%5%5%5%

ab

Neither Satisfied Nor
109725211188331281021261111251241485103132Dissatisfied

8%11%16%13%10%12%42%11%11%11%11%11%11%6%6%11%12%11%

352994549367223-375293375323372353221244271380Fairly Satisfied
30%33%28%30%32%32%-%32%32%32%33%32%32%14%33%33%31%32%

50398716750629425104155134075104861119301384525Very Satisfied
43%44%44%41%44%42%39%44%45%44%42%44%44%64%32%41%43%44%

a

Don't Know (DO NOT READ
2496125535-544157485745110424758OUT)
2%5%4%7%5%5%-%5%4%5%5%5%4%8%16%6%5%5%

c

8569711611787251828857088877298828391340545655904NET: Satisfied
73%77%72%71%76%74%39%76%76%76%75%76%77%77%65%74%74%76%

a

206414159566196759591938518677998NET: Dissatisfied
17%7%9%9%8%9%19%8%8%8%9%8%8%9%12%9%9%8%

ab

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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Amount / level of lost mail (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas?)
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

bababababacbaSignificance Level: 95%
1614096222359960941091475710102166931185Unweighted total
161349742186893811110804687241022641011192Weighted total

33191811113351127248638Very Dissatisfied
2%9%2%8%16%1%3%3%2%4%2%12%6%3%

bbacc

1511842923-611446495761Fairly Dissatisfied
9%2%2%19%13%2%-%6%3%6%5%7%7%5%

babb

Neither Satisfied Nor
271775417788124518011985132Dissatisfied
17%2%8%25%24%8%7%11%11%11%12%12%4%11%

abaa

39123126810312443361582223291632380Fairly Satisfied
24%36%32%31%15%33%39%31%34%31%32%25%32%32%

b

73154962918475564692193064482747525Very Satisfied
45%45%51%13%27%51%50%43%47%42%44%41%47%44%

ab

Don't Know (DO NOT READ
525173401561543522458OUT)
3%7%5%3%4%4%1%5%3%6%5%3%4%5%

b

112288089629787998053775277774379904NET: Satisfied
69%81%83%44%42%84%89%74%81%73%76%66%78%76%

abaa

17438612034396257373121398NET: Dissatisfied
11%11%4%28%29%4%3%9%5%10%7%19%13%8%

babbcc
Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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Amount / level of lost mail (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas?)
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
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Satisfaction with
MonthMonthMonthother main provider

DecNovOctJunMayAprMarFebJanDissatisfiedSatisfiedTOTAL

cbacbacba*baSignificance Level: 95%
139110142243955712216810941751185Unweighted total
143131118246975514016210061681192Weighted total

4-7835434-338Very Dissatisfied
3%-%6%3%3%9%3%2%4%-%2%3%

b

768144*489-1561Fairly Dissatisfied
5%5%7%6%4%*%3%5%9%-%9%5%

Neither Satisfied Nor
191872313911265-24132Dissatisfied
13%14%6%9%13%17%8%16%5%-%14%11%

aaac

424845842413454434543380Fairly Satisfied
30%37%38%34%24%24%32%27%34%74%26%32%

6451431064825727344278525Very Satisfied
45%39%36%43%49%44%51%45%44%26%46%44%

Don't Know (DO NOT READ
6871063575-558OUT)
4%6%6%4%6%6%4%5%5%-%3%5%

10699881917238116117786121904NET: Satisfied
74%76%75%77%74%69%83%72%78%100%72%76%

b

11615227581113-1898NET: Dissatisfied
8%5%13%9%7%9%6%7%13%-%11%8%

b
Columns Tested: a,b - a,b,c - a,b,c - a,b,c
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Amount / level of lost mail (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas?)
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
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GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
72713916415582768210689706399601185Unweighted total

102748605684921821888670132122721192Weighted total

11748657171861220239134Very Dissatisfied
11%8%13%11%6%7%9%10%6%17%15%18%13%11%

eilehilm

1688851563130156242318189Fairly Dissatisfied
16%16%14%8%18%6%17%16%18%9%18%19%25%16%

hjhjhjhjhhjhjhjdhj

Neither Satisfied Nor
344201920393160652619383628403Dissatisfied

33%41%32%36%46%34%33%34%31%28%29%30%40%34%

bcdekm

262131518153348492322332415309Fairly Satisfied
26%27%26%33%18%36%27%26%27%31%25%19%21%26%

bibi

1294979132324151117151148Very Satisfied
13%8%15%12%11%15%13%13%18%15%13%12%2%12%

aaaaaaaalaaa

Don't Know (DO NOT READ
8-*-*223---1-9OUT)
1%-%1%-%*%2%1%1%-%-%-%1%-%1%

391172425254671733932503916457NET: Satisfied
38%35%40%45%29%51%39%39%45%47%38%32%23%38%

aaabiabilmaaaiai

284121611201248482118444627323NET: Dissatisfied
28%24%27%19%24%14%26%26%24%26%34%37%38%27%

hjhhhjhjlmhj

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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Price of postage (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas?)
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

baedcbagfed*cbaSignificance Level: 95%
67850728650551818994815427891161121191185Unweighted total
62157147893011454595930688161021191192Weighted total

726251131295910296*129134Very Dissatisfied
12%11%11%16%13%9%11%13%16%10%6%1%12%8%11%

949581161816911551221123189Fairly Dissatisfied
15%17%17%8%16%20%16%15%18%18%14%13%11%19%16%

d

Neither Satisfied Nor
20619717331138715320963384340403Dissatisfied

33%35%36%41%28%36%34%33%34%31%37%52%42%33%34%

e

156153822430112315781852533309Fairly Satisfied
25%27%17%20%25%14%26%27%25%25%21%32%24%28%26%

be

895991261404844719*1113148Very Satisfied
14%10%18%16%18%19%12%10%6%15%22%2%11%11%12%

aaagabfg

Don't Know (DO NOT READ
45*--*87-----29OUT)
1%1%1%-%-%1%1%2%-%-%-%-%-%1%1%

ee

245213173410440171191253763646457NET: Satisfied
39%37%36%36%43%33%38%37%32%41%43%34%35%38%38%

1661571323931012920851822432323NET: Dissatisfied
27%27%28%23%29%29%27%28%34%28%20%14%23%27%27%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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Price of postage (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas?)
Base: All respondents who use Royal Mail
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Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*gfedcbacbaba*dcbaSignificance Level: 95%
24261931462216032985863012988872981744751185Unweighted total
3163459142212709236619338236956559575781192Weighted total

-25102014833167373110318970134Very Dissatisfied
-%12%13%17%14%7%12%13%11%11%13%11%18%14%16%12%11%

bbb

24472235112311174031157*9681189Fairly Dissatisfied
84%24%11%12%16%17%16%13%19%12%13%16%7%15%10%14%16%

ac

Neither Satisfied Nor
*311204784233922091039231222116192403Dissatisfied

16%16%33%33%33%40%33%39%34%30%39%33%35%35%28%33%34%

ffffaa

-61118395517763154926324611820152309Fairly Satisfied
-%38%32%30%27%26%25%27%25%27%27%26%17%31%35%26%26%

-1451423981671611613314780148Very Satisfied
-%8%11%8%10%11%14%7%12%18%7%14%23%6%12%14%12%

cbcb

Don't Know (DO NOT READ
-*--*-63*636---49OUT)
-%3%-%-%*%-%1%1%*%2%1%1%-%-%-%1%1%

bbb

-715225278275792261537937822227231457NET: Satisfied
-%45%43%38%37%37%39%33%36%45%33%40%40%37%46%40%38%

bc

26817425019562184776226111715151323NET: Dissatisfied
84%36%24%29%30%23%27%26%30%23%26%27%26%29%26%26%27%

a
Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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Price of postage (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas?)
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cbababa*e*dcbaSignificance Level: 95%
-2749111281057841101282540614901185Unweighted total
-28690614610461001092242438624901192Weighted total

-359920114181162461143134Very Dissatisfied
-%12%11%14%11%18%11%10%18%17%17%9%11%

aa

-5113819169121768-3692189Fairly Dissatisfied
-%18%15%13%16%12%16%32%-%7%9%19%16%

Neither Satisfied Nor
-9830555349353687131921175403Dissatisfied
-%34%34%38%33%35%34%30%55%52%34%36%34%

a

-71238402692428564522116309Fairly Satisfied
-%25%26%28%26%24%26%26%16%13%35%24%26%

c

-2812191398141-*4362148Very Satisfied
-%10%13%6%13%8%13%-%2%12%4%13%12%

b

Don't Know (DO NOT READ
-362626*2--39OUT)
-%1%1%2%1%2%1%2%10%-%-%1%1%

-99358494083242664924178457NET: Satisfied
-%35%40%34%39%32%39%26%18%24%40%36%38%

-862373928331292104916135323NET: Dissatisfied
-%30%26%27%27%31%27%42%18%24%26%27%27%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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Price of postage (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas?)
Base: All respondents who use Royal Mail

Produced by OLR
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Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
12911254132989335811255396515112172610933392036341185Unweighted total
10011254142866343785263360518111066510763242166381192Weighted total

1613146183459140405512666126362469134Very Dissatisfied
16%12%11%6%55%13%12%15%11%11%11%10%12%11%11%11%11%

cb

121806855-531292861871821231725332103189Fairly Dissatisfied
12%16%17%19%-%16%16%11%17%17%16%19%16%16%15%16%16%

ffffff

Neither Satisfied Nor
33378127110*12626110811319037022535810882209403Dissatisfied
33%34%31%38%8%37%33%41%31%37%33%34%33%33%38%33%34%

abceg

322931136318620965981242881832809456156309Fairly Satisfied
32%26%27%22%14%25%27%25%27%24%26%27%26%29%26%24%26%

613758381309019475613768133312392148Very Satisfied
6%12%14%13%22%9%12%7%13%11%12%10%12%10%11%14%12%

ccfffc

Don't Know (DO NOT READ
*613-353156161-89OUT)
*%1%*%1%-%1%1%1%*%1%1%*%1%*%-%1%1%

bb

3842917110121162998414518042525041312679249457NET: Satisfied
38%38%41%35%36%34%38%32%40%35%38%38%38%39%36%39%38%

f

2831111573398220681011433081902989056173323NET: Dissatisfied
28%28%28%25%55%29%28%26%28%28%28%29%28%28%26%27%27%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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Price of postage (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas?)
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbac*babaSignificance Level: 95%
115922144178114071341155933116110051151108316667749011185Unweighted total
11790716216411417016116292611669791157109317627398831192Weighted total

3188152712674-13010313311013110732098100134Very Dissatisfied
27%10%9%16%11%11%-%11%11%11%11%11%10%17%32%13%11%11%

ababc

221462122184114-18314018415718117548123142189Fairly Dissatisfied
19%16%13%14%16%16%-%16%15%16%16%16%16%24%14%17%16%16%

Neither Satisfied Nor
2730668653762534397322389339388367623261308403Dissatisfied
23%34%42%40%33%36%63%34%35%33%35%34%34%35%38%35%35%34%

cc

262354538301183229823730425230229443187209309Fairly Satisfied
22%26%28%23%26%26%37%26%26%26%26%26%27%24%5%25%24%26%

a

7128131214573-145115147114147145-366121148Very Satisfied
6%14%8%7%13%10%-%13%12%13%12%13%13%-%5%9%14%12%

ccb

Don't Know (DO NOT READ
44*-95-999795-4429OUT)
3%*%*%-%1%1%-%1%1%1%1%1%*%-%6%1%*%1%

bc

333625850446255244435245236544943946253330457NET: Satisfied
28%40%36%31%39%36%37%38%38%39%37%39%40%24%10%34%37%38%

cca

532343549310188-313243316267312282728221242323NET: Dissatisfied
45%26%22%30%27%27%-%27%26%27%27%27%26%41%46%30%27%27%

abc
Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
Table 65  (continuation)                                                                                                                                                                        Page 719

Price of postage (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas?)
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

bababababacbaSignificance Level: 95%
1614096222359960941091475710102166931185Unweighted total
161349742186893811110804687241022641011192Weighted total

1610934225671012439951131210134Very Dissatisfied
10%29%10%19%37%7%9%11%8%13%11%18%9%11%

bbab

313142461111826162831051611313189Fairly Dissatisfied
19%9%15%21%16%13%24%15%18%15%16%19%13%16%

ba

Neither Satisfied Nor
56113356818324243801512523471737403Dissatisfied
35%31%34%31%27%35%21%35%32%35%34%26%37%34%

b

4472585113281282811321772611829309Fairly Satisfied
27%19%27%23%18%30%25%26%28%24%26%29%28%26%

134136122141231256088133411148Very Satisfied
8%12%14%5%2%15%21%12%13%12%13%7%10%12%

aba

Don't Know (DO NOT READ
*-9*-7-9366*29OUT)
*%-%1%*%-%1%-%1%1%1%1%1%2%1%

57113956214422514061922653942339457NET: Satisfied
35%32%41%29%21%45%46%38%41%37%39%35%39%38%

ab

48132358836185372861222012742422323NET: Dissatisfied
30%38%24%40%52%20%33%26%26%28%27%38%22%27%

baa
Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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Price of postage (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas?)
Base: All respondents who use Royal Mail

Produced by OLR
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Satisfaction with
MonthMonthMonthother main provider

DecNovOctJunMayAprMarFebJanDissatisfiedSatisfiedTOTAL

cbacbacba*baSignificance Level: 95%
139110142243955712216810941751185Unweighted total
143131118246975514016210061681192Weighted total

2114152371162315219134Very Dissatisfied
15%11%13%9%7%2%11%14%15%37%11%11%

25171046213281624129189Fairly Dissatisfied
18%13%8%18%21%5%20%10%24%23%17%16%

aaabb

Neither Satisfied Nor
483731793538426331356403Dissatisfied
34%28%26%32%36%69%30%39%31%40%33%34%

bc

29374264288344620-50309Fairly Satisfied
21%29%36%26%29%15%24%28%20%-%30%26%

c

172618346520148-14148Very Satisfied
12%20%16%14%7%9%14%9%8%-%8%12%

Don't Know (DO NOT READ
2-2---212-*9OUT)
2%-%1%-%-%-%1%*%2%-%*%1%

466360983413546028-64457NET: Satisfied
33%48%51%40%35%24%38%37%28%-%38%38%

cca

46312569284433839448323NET: Dissatisfied
32%24%21%28%28%7%31%24%39%60%28%27%

aaab
Columns Tested: a,b - a,b,c - a,b,c - a,b,c
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Price of postage (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas?)
Base: All respondents who use Royal Mail

Produced by OLR
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Areas
PriceAmountLatestCollectionTime ofDeliveryDelivery

of/collectionreliabilitycollectionconsistency /time
postageleveltimereliability(when you

of(e.g. arrivesreceive
lostas promisedyour mail
mailconsistently)delivery)

gfedcbaSignificance Level: 95%
1185118511851185118511851185Unweighted total
1192119211921192119211921192Weighted total

134385711362851Very Dissatisfied
11%3%5%1%3%2%4%

abcdefdbcdfddbd

189617227565989Fairly Dissatisfied
16%5%6%2%5%5%7%

abcdefddddbcdf

Neither Satisfied Nor
403132172100128168210Dissatisfied

34%11%14%8%11%14%18%

abcdefdcdfcdfbcdef

309380305325321422381Fairly Satisfied
26%32%26%27%27%35%32%

cdegcdegcdeg

148525440464412493446Very Satisfied
12%44%37%39%35%41%37%

acdeggcggacegg

Don't Know (DO NOT READ
9581452662402216OUT)
1%5%12%22%20%2%1%

abgabfgabefgabefgg

457904745788732915826NET: Satisfied
38%76%63%66%61%77%69%

acdeggcggacdegceg

32398129379287141NET: Dissatisfied
27%8%11%3%8%7%12%

abcdefdbcdfddbcdf

Columns Tested: a,b,c,d,e,f,g
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QRM3. SUMMARY. How would you rate the performance of Royal Mail as a recipient and sender in the following areas?
Base: All respondents who use Royal Mail
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GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
72713916415582768210689706399601185Unweighted total

102748605684921821888670132122721192Weighted total

833414948578214715672609410560971No Problems
81%85%82%85%68%89%81%83%84%86%72%85%84%81%

iciiciciiicicii

Amount / level of lost
7856283171535106991mail

8%10%10%4%10%4%10%8%4%8%8%5%13%8%

jehj

Delivery consistency /
reliability (e.g.
arrives as promised

471117213541123-50consistently)
5%2%2%2%9%2%7%3%4%2%9%3%-%4%

ajklakajkl

Delivery time (when you
receive your mail

27112538531*2*31delivery)
3%2%2%4%6%4%4%3%3%2%*%1%*%3%

Lost or late delivery of
1921*7-5*1121*23sent mail

2%4%2%1%9%-%3%*%1%2%2%1%*%2%

abefhjkm

Wrong mail delivered /
our mail delivered

14*21-3213--5*17elsewhere
1%*%3%2%-%3%1%1%3%-%-%4%*%1%

l

13*-*-*53*-32-14Collection reliability
1%1%-%1%-%*%3%1%*%-%2%1%-%1%

k

9--*1-22--3--9Time of collection
1%-%-%1%1%-%1%1%-%-%2%-%-%1%

Wrong postage /
shortfall on incoming

8***--33-1-2*9mail - having to pay
1%*%*%1%-%-%1%1%-%2%-%1%*%1%

9-----22-13--9Latest collection time
1%-%-%-%-%-%1%1%-%2%2%-%-%1%

8***12**-13*-8Damaged mail / goods
1%*%1%*%2%2%*%*%-%2%2%*%-%1%

Trustworthiness of the
8---1-2--13--8provider
1%-%-%-%1%-%1%-%-%2%2%-%-%1%

Availability of a daily
5-----22-----5collection
*%-%-%-%-%-%1%1%-%-%-%-%-%*%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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QRM4. Have you experienced any problems with your service from Royal Mail (as a sender or recipient of mail) in the last 6 months?
Base: All respondents who use Royal Mail

Produced by OLR
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GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
72713916415582768210689706399601185Unweighted total

102748605684921821888670132122721192Weighted total

Accessibility of the
sorting office / opening

3------3-----3hours
*%-%-%-%-%-%-%1%-%-%-%-%-%*%

Recorded letters not
3---1---1*---3being signed for
*%-%-%-%1%-%-%-%1%*%-%-%-%*%

Problems with the Smart
1---1----*---1Stamp online system
*%-%-%-%1%-%-%-%-%*%-%-%-%*%

m

Account management (if
--*----------*applicable)
-%-%*%-%-%-%-%-%-%-%-%-%-%*%

2------2-----2Don't know / na
*%-%-%-%-%-%-%1%-%-%-%-%-%*%

261114-531-92228Other
3%1%1%3%4%-%3%1%2%-%7%2%3%2%

dfhklm

1927118271035291410371812218NET: Any problem
19%15%18%15%32%11%19%16%16%14%28%15%16%18%

abdefhjklbdfhjl

m
Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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QRM4. Have you experienced any problems with your service from Royal Mail (as a sender or recipient of mail) in the last 6 months?
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

baedcbagfed*cbaSignificance Level: 95%
67850728650551818994815427891161121191185Unweighted total
62157147893011454595930688161021191192Weighted total

52944336672293638039265691173105971No Problems
85%77%76%76%79%75%82%83%66%86%79%65%71%88%81%

aebfbfbf

Amount / level of lost
4349411287337214416691mail

7%8%8%11%7%8%8%7%13%7%4%27%16%5%8%

adeg

Delivery consistency /
reliability (e.g.
arrives as promised

20301-*1502274341450consistently)
3%5%2%-%3%2%4%5%11%1%3%24%1%3%4%

beabeg

Delivery time (when you
receive your mail

14171**1301563232231delivery)
2%3%3%2%3%3%3%3%10%1%2%17%2%1%3%

abdeg

Lost or late delivery of
1581*-122827--4123sent mail

2%1%1%2%-%2%2%2%4%2%-%-%4%1%2%

d

Wrong mail delivered /
our mail delivered

792**115425212*17elsewhere
1%2%3%2%2%4%1%1%4%2%2%7%2%*%1%

aag

3111*-11353-33-*14Collection reliability
*%2%2%4%-%2%1%1%4%-%3%17%-%*%1%

babebe

46----942-3---9Time of collection
1%1%-%-%-%-%1%1%4%-%3%-%-%-%1%

abege

Wrong postage /
shortfall on incoming

361***822-3-2-9mail - having to pay
*%1%1%2%1%1%1%*%3%-%3%-%2%-%1%

egaegeg

26----924-3---9Latest collection time
*%1%-%-%-%-%1%1%6%-%3%-%-%-%1%

abegeg

441***7233--**8Damaged mail / goods
1%1%2%3%3%1%1%*%5%1%-%-%*%*%1%

aaaabdg

Trustworthiness of the
44----8-2-3--18provider
1%1%-%-%-%-%1%-%4%-%3%-%-%1%1%

begegg
Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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QRM4. Have you experienced any problems with your service from Royal Mail (as a sender or recipient of mail) in the last 6 months?
Base: All respondents who use Royal Mail



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

baedcbagfed*cbaSignificance Level: 95%
67850728650551818994815427891161121191185Unweighted total
62157147893011454595930688161021191192Weighted total

Availability of a daily
22----522-----5collection
*%*%-%-%-%-%*%1%4%-%-%-%-%-%*%

abeg

Accessibility of the
sorting office / opening

3-----3---3---3hours
*%-%-%-%-%-%*%-%-%-%3%-%-%-%*%

eg

Recorded letters not
*2*--*2*--1---3being signed for
*%*%*%-%-%1%*%*%-%-%1%-%-%-%*%

g

Problems with the Smart
1**-*-1--*---11Stamp online system
*%*%*%-%2%-%*%-%-%*%-%-%-%1%*%

ag

Account management (if
*-*--*-*------*applicable)
*%-%*%-%-%*%-%*%-%-%-%-%-%-%*%

-2----2-2-----2Don't know / na
-%*%-%-%-%-%*%-%4%-%-%-%-%-%*%

abeg

6221*-1271133-*4328Other
1%4%3%2%-%4%2%2%5%1%-%1%4%2%2%

bde

92126112272077918421963015218NET: Any problem
15%22%24%24%21%25%18%17%30%14%21%35%29%12%18%

baaaegaeg

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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QRM4. Have you experienced any problems with your service from Royal Mail (as a sender or recipient of mail) in the last 6 months?
Base: All respondents who use Royal Mail
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Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*gfedcbacbaba*dcbaSignificance Level: 95%
24261931462216032985863012988872981744751185Unweighted total
3163459142212709236619338236956559575781192Weighted total

213224810215961216250430516280934740459971No Problems
84%80%63%82%72%75%86%69%81%90%69%85%59%79%69%79%81%

ebcecbcbb

Amount / level of lost
-26516243728531128641665291mail
-%12%17%9%12%11%5%12%9%3%12%7%15%10%10%9%8%

aaaaaa

Delivery consistency /
reliability (e.g.
arrives as promised

*-22111124103191040*353350consistently)
16%-%5%4%8%5%3%4%5%3%4%4%6%5%8%6%4%

a

Delivery time (when you
receive your mail

-12*7714101381021**51831delivery)
-%5%6%*%5%3%2%4%2%2%4%2%7%*%9%3%3%

dadadac

Lost or late delivery of
***24410814*814***1323sent mail

16%1%1%3%3%2%1%4%2%*%4%1%8%*%1%2%2%

aaa

Wrong mail delivered /
our mail delivered

-*2-3210773710*3*917elsewhere
-%1%6%-%2%1%1%3%1%1%3%1%3%4%*%2%1%

abda

-1--823392310**-814Collection reliability
-%3%-%-%6%1%*%1%1%*%1%1%3%*%-%1%1%

aabd

----7*135136---69Time of collection
-%-%-%-%5%*%*%1%1%*%1%1%-%-%-%1%1%

abd

Wrong postage /
shortfall on incoming

-*1*3-436-36-*279mail - having to pay
-%1%4%*%2%-%1%1%1%-%1%1%-%*%3%1%1%

abb

--1-7--26-26---69Latest collection time
-%-%4%-%5%-%-%1%1%-%1%1%-%-%-%1%1%

ababd

--***4343145**248Damaged mail / goods
-%-%1%*%*%2%*%2%1%*%2%*%2%*%3%1%1%

Trustworthiness of the
----51144-44---48provider
-%-%-%-%4%1%*%2%1%-%2%*%-%-%-%1%1%

abaa
Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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QRM4. Have you experienced any problems with your service from Royal Mail (as a sender or recipient of mail) in the last 6 months?
Base: All respondents who use Royal Mail
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Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*gfedcbacbaba*dcbaSignificance Level: 95%
24261931462216032985863012988872981744751185Unweighted total
3163459142212709236619338236956559575781192Weighted total

Availability of a daily
----5--22-22---55collection
-%-%-%-%3%-%-%1%*%-%1%*%-%-%-%1%*%

ab

Accessibility of the
sorting office / opening

------3--3-3---33hours
-%-%-%-%-%-%*%-%-%1%-%*%-%-%-%*%*%

b

Recorded letters not
--*--11*2-*2---13being signed for
-%-%1%-%-%1%*%*%*%-%*%*%-%-%-%*%*%

Problems with the Smart
-*----1*-1*1*---1Stamp online system
-%1%-%-%-%-%*%*%-%*%*%*%3%-%-%-%*%

Account management (if
-*-----*--*-----*applicable)
-%1%-%-%-%-%-%*%-%-%*%-%-%-%-%-%*%

--2----2--2----22Don't know / na
-%-%7%-%-%-%-%1%-%-%1%-%-%-%-%*%*%

abcdba

--125712167516121*31528Other
-%-%2%3%4%3%2%7%1%2%7%1%12%*%5%3%2%

aba

*3101140539771115327114721218117218NET: Any problem
16%20%30%18%28%25%14%30%19%10%30%15%41%21%31%20%18%

aaaabaaa
Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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QRM4. Have you experienced any problems with your service from Royal Mail (as a sender or recipient of mail) in the last 6 months?
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cbababa*e*dcbaSignificance Level: 95%
-2749111281057841101282540614901185Unweighted total
-28690614610461001092242438624901192Weighted total

-2087641068657389820132039391971No Problems
-%73%84%73%83%74%82%84%54%54%63%80%81%

bbbc

Amount / level of lost
-35561379587356114091mail
-%12%6%9%8%5%8%12%20%16%18%8%8%

aa

Delivery consistency /
reliability (e.g.
arrives as promised

-1734744545*-552350consistently)
-%6%4%5%4%5%4%2%-%15%8%5%4%

a

Delivery time (when you
receive your mail

-1021427229*1321631delivery)
-%4%2%3%3%2%3%2%5%7%3%3%3%

Lost or late delivery of
-320121121*511723sent mail
-%1%2%1%2%1%2%2%21%3%2%1%2%

Wrong mail delivered /
our mail delivered

-512313314--2-917elsewhere
-%2%1%2%1%3%1%-%-%4%-%2%1%

-311-14-14--2-714Collection reliability
-%1%1%-%1%-%1%-%-%6%-%1%1%

a

-18-9-9--2-39Time of collection
-%*%1%-%1%-%1%-%-%6%-%1%1%

a

Wrong postage /
shortfall on incoming

-454527--3-49mail - having to pay
-%1%1%3%*%2%1%-%-%7%-%1%1%

aab

--9-9-9--2-49Latest collection time
-%-%1%-%1%-%1%-%-%6%-%1%1%

a

-6317-8-2*148Damaged mail / goods
-%2%*%1%1%-%1%-%7%1%2%1%1%

a

Trustworthiness of the
-161616--2138provider
-%*%1%1%1%1%1%-%-%6%2%1%1%

a

Availability of a daily
--5-5-5--2--5collection
-%-%1%-%*%-%*%-%-%6%-%-%*%

a
Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c
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QRM4. Have you experienced any problems with your service from Royal Mail (as a sender or recipient of mail) in the last 6 months?
Base: All respondents who use Royal Mail



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cbababa*e*dcbaSignificance Level: 95%
-2749111281057841101282540614901185Unweighted total
-28690614610461001092242438624901192Weighted total

Accessibility of the
sorting office / opening

--3-3-3-----3hours
-%-%*%-%*%-%*%-%-%-%-%-%*%

Recorded letters not
-*2-3-3----*3being signed for
-%*%*%-%*%-%*%-%-%-%-%*%*%

Problems with the Smart
-1-1*1*---1-1Stamp online system
-%*%-%1%*%1%*%-%-%-%2%-%*%

aaaa

Account management (if
--*-*-*---*-*applicable)
-%-%*%-%*%-%*%-%-%-%*%-%*%

--2-2-2-----2Don't know / na
-%-%*%-%*%-%*%-%-%-%-%-%*%

-1216820721--561228Other
-%4%2%5%2%7%2%-%-%13%10%2%2%

aaaaa

-781404017926192411172399218NET: Any problem
-%27%15%27%17%26%18%16%46%46%37%20%18%

aaaaa
Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c
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QRM4. Have you experienced any problems with your service from Royal Mail (as a sender or recipient of mail) in the last 6 months?
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
12911254132989335811255396515112172610933392036341185Unweighted total
10011254142866343785263360518111066510763242166381192Weighted total

639083082203257629188278395897514872239173549971No Problems
63%81%75%77%50%75%80%71%77%76%81%77%81%74%80%86%81%

accfdfdfbc

Amount / level of lost
17905521-446836345489718243143591mail
17%8%13%7%-%13%9%14%9%10%8%11%8%13%6%5%8%

bbcacgaab

Delivery consistency /
reliability (e.g.
arrives as promised

124930123192712152549344917151850consistently)
12%4%7%4%47%6%3%4%4%5%4%5%5%5%7%3%4%

bba

Delivery time (when you
receive your mail

6301713-822611143022301471031delivery)
6%3%4%5%-%2%3%2%3%3%3%3%3%4%3%2%3%

ba

Lost or late delivery of
323107-81481213211421105723sent mail
3%2%2%2%-%2%2%3%3%3%2%2%2%3%3%1%2%

a

Wrong mail delivered /
our mail delivered

21677-31244716111434617elsewhere
2%1%2%3%-%1%2%1%1%1%1%2%1%1%2%1%1%

61486-31016914121462614Collection reliability
6%1%2%2%-%1%1%*%2%2%1%2%1%2%1%1%1%

ab

6963-36*359995-49Time of collection
6%1%2%1%-%1%1%*%1%1%1%1%1%2%-%1%1%

ab

Wrong postage /
shortfall on incoming

*924*27326969*369mail - having to pay
*%1%*%1%3%1%1%1%*%1%1%1%1%*%1%1%1%

c

5954-26-469995-49Latest collection time
5%1%1%1%-%1%1%-%1%1%1%1%1%1%-%1%1%

ab

*833-464377473238Damaged mail / goods
*%1%1%1%-%1%1%1%1%1%1%1%1%1%1%1%1%

Trustworthiness of the
3853-451368882-58provider
3%1%1%1%-%1%1%*%1%1%1%1%1%1%-%1%1%

b
Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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QRM4. Have you experienced any problems with your service from Royal Mail (as a sender or recipient of mail) in the last 6 months?
Base: All respondents who use Royal Mail



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
12911254132989335811255396515112172610933392036341185Unweighted total
10011254142866343785263360518111066510763242166381192Weighted total

Availability of a daily
252--22--25555--5collection
2%*%1%-%-%1%*%-%-%*%*%1%*%1%-%-%*%

ba

Accessibility of the
sorting office / opening

-3----3-3-3-3--33hours
-%*%-%-%-%-%*%-%1%-%*%-%*%-%-%*%*%

bd

Recorded letters not
-31*--3-**313*-23being signed for
-%*%*%*%-%-%*%-%*%*%*%*%*%*%-%*%*%

Problems with the Smart
*1*--11111111*-11Stamp online system
*%*%*%-%-%*%*%1%*%*%*%*%*%*%-%*%*%

Account management (if
-**--********--**applicable)
-%*%*%-%-%*%*%*%*%*%*%*%*%-%-%*%*%

22----22--222-2-2Don't know / na
2%*%-%-%-%-%*%1%-%-%*%*%*%-%1%-%*%

abda

128512-11151110142617261221428Other
1%3%1%4%-%3%2%4%3%3%2%2%2%4%1%2%2%

g

35215105663851547383123210149202844189218NET: Any problem
35%19%25%23%50%25%20%28%23%24%19%22%19%26%19%14%18%

abbacgaca
Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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QRM4. Have you experienced any problems with your service from Royal Mail (as a sender or recipient of mail) in the last 6 months?
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbac*babaSignificance Level: 95%
115922144178114071341155933116110051151108316667749011185Unweighted total
11790716216411417016116292611669791157109317627398831192Weighted total

8775911913093255269437419507809428971149601716971No Problems
74%84%74%79%82%79%100%81%80%81%80%81%82%64%79%81%81%81%

ac

Amount / level of lost
125623138969-90788983888124496991mail
10%6%14%8%8%10%-%8%8%8%8%8%7%11%7%7%8%8%

b

Delivery consistency /
reliability (e.g.
arrives as promised

1329874930-49344945494443353550consistently)
11%3%5%4%4%4%-%4%4%4%5%4%4%24%5%5%4%4%

b

Delivery time (when you
receive your mail

1016553125-312231283129-*222231delivery)
9%2%3%3%3%4%-%3%2%3%3%3%3%-%1%3%2%3%

ab

Lost or late delivery of
217452216-232023212221**171723sent mail
2%2%2%3%2%2%-%2%2%2%2%2%2%3%1%2%2%2%

Wrong mail delivered /
our mail delivered

116*3159-171316141613-4121317elsewhere
1%2%*%2%1%1%-%1%1%1%1%1%1%-%7%2%2%1%

c

39261411-14914141414--11814Collection reliability
2%1%1%3%1%2%-%1%1%1%1%1%1%-%-%2%1%1%

b

432397-979999--679Time of collection
3%*%1%2%1%1%-%1%1%1%1%1%1%-%-%1%1%1%

b

Wrong postage /
shortfall on incoming

18*194-999999-*579mail - having to pay
1%1%*%*%1%1%-%1%1%1%1%1%1%-%1%1%1%1%

432396-969999--669Latest collection time
3%*%1%2%1%1%-%1%1%1%1%1%1%-%-%1%1%1%

b

-8**86-888885*4688Damaged mail / goods
-%1%*%*%1%1%-%1%1%1%1%1%*%1%6%1%1%1%

c

Trustworthiness of the
-44385-858886--468provider
-%*%2%2%1%1%-%1%1%1%1%1%1%-%-%1%1%1%

b
Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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QRM4. Have you experienced any problems with your service from Royal Mail (as a sender or recipient of mail) in the last 6 months?
Base: All respondents who use Royal Mail



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbac*babaSignificance Level: 95%
115922144178114071341155933116110051151108316667749011185Unweighted total
11790716216411417016116292611669791157109317627398831192Weighted total

Availability of a daily
2-2-52-525555--225collection
2%-%1%-%*%*%-%*%*%*%*%*%*%-%-%*%*%*%

bb

Accessibility of the
sorting office / opening

-3--3--3-3333---33hours
-%*%-%-%*%-%-%*%-%*%*%*%*%-%-%-%*%*%

Recorded letters not
-2*-31-313333--133being signed for
-%*%*%-%*%*%-%*%*%*%*%*%*%-%-%*%*%*%

Problems with the Smart
--1*1*-111111-*1*1Stamp online system
-%-%1%*%*%*%-%*%*%*%*%*%*%-%*%*%*%*%

b

Account management (if
*---**-******--***applicable)
*%-%-%-%*%*%-%*%*%*%*%*%*%-%-%*%*%*%

--2222-222222--222Don't know / na
-%-%1%1%*%*%-%*%*%*%*%*%*%-%-%*%*%*%

bb

218822112-282228222825-1181728Other
2%2%5%1%2%2%-%2%2%2%2%2%2%-%2%2%2%2%

b

301484032207147-217182214197213194613135165218NET: Any problem
26%16%25%19%18%21%-%19%20%18%20%18%18%36%21%18%19%18%

bb
Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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QRM4. Have you experienced any problems with your service from Royal Mail (as a sender or recipient of mail) in the last 6 months?
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

bababababacbaSignificance Level: 95%
1614096222359960941091475710102166931185Unweighted total
161349742186893811110804687241022641011192Weighted total

11821971-238241068663895828563872971No Problems
73%63%100%-%33%88%95%80%83%80%84%58%72%81%

abaab

Amount / level of lost
264-9115521913952778791mail
16%11%-%42%22%6%*%8%8%7%7%13%7%8%

bab

Delivery consistency /
reliability (e.g.
arrives as promised

65-502021248942405550consistently)
3%14%-%23%29%2%2%4%2%6%4%8%5%4%

bbab

Delivery time (when you
receive your mail

81-31195-31229244331delivery)
5%4%-%14%28%1%-%3%*%4%2%7%3%3%

babc

Lost or late delivery of
2--23*194191112125623sent mail
1%-%-%10%1%2%4%2%2%2%1%7%6%2%

bcc

Wrong mail delivered /
our mail delivered

*1-1748-17512104317elsewhere
*%4%-%8%6%1%-%2%1%2%1%7%3%1%

bbac

3--14103-14*1393214Collection reliability
2%-%-%6%14%*%-%1%*%2%1%4%2%1%

babc

1--99--9-962*9Time of collection
1%-%-%4%13%-%-%1%-%1%1%4%*%1%

babc

Wrong postage /
shortfall on incoming

22-9-3-9364239mail - having to pay
1%7%-%4%-%*%-%1%1%1%*%4%3%1%

bbcc

---97--9-95219Latest collection time
-%-%-%4%11%-%-%1%-%1%*%4%1%1%

babc

12-8*2-8*85128Damaged mail / goods
1%5%-%4%1%*%-%1%*%1%1%2%2%1%

bb

Trustworthiness of the
-1-861-8-844-8provider
-%4%-%3%9%*%-%1%-%1%*%6%-%1%

bbabac

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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QRM4. Have you experienced any problems with your service from Royal Mail (as a sender or recipient of mail) in the last 6 months?
Base: All respondents who use Royal Mail



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

bababababacbaSignificance Level: 95%
1614096222359960941091475710102166931185Unweighted total
161349742186893811110804687241022641011192Weighted total

Availability of a daily
---55--5-522-5collection
-%-%-%2%7%-%-%*%-%1%*%4%-%*%

bac

Accessibility of the
sorting office / opening

---3-3-33-3--3hours
-%-%-%1%-%*%-%*%1%-%*%-%-%*%

ba

Recorded letters not
*--3-1-3113--3being signed for
*%-%-%1%-%*%-%*%*%*%*%-%-%*%

b

Problems with the Smart
-*-1-1-11*1*-1Stamp online system
-%1%-%1%-%*%-%*%*%*%*%*%-%*%

b

Account management (if
---*-*-*-**--*applicable)
-%-%-%*%-%*%-%*%-%*%*%-%-%*%

--2----2-22--2Don't know / na
-%-%*%-%-%-%-%*%-%*%*%-%-%*%

9*-28813-28919177328Other
6%1%-%13%11%1%-%3%2%3%2%11%3%2%

bac

4313-218461146213781401632728218NET: Any problem
27%37%-%100%67%12%5%20%17%19%16%42%28%18%

babcc
Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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QRM4. Have you experienced any problems with your service from Royal Mail (as a sender or recipient of mail) in the last 6 months?
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthMonthother main provider

DecNovOctJunMayAprMarFebJanDissatisfiedSatisfiedTOTAL

cbacbacba*baSignificance Level: 95%
139110142243955712216810941751185Unweighted total
143131118246975514016210061681192Weighted total

11599851998348123139804120971No Problems
81%76%72%81%85%87%88%86%81%63%71%81%

Amount / level of lost
1681617666116-2991mail
11%6%13%7%6%10%4%7%6%-%17%8%

Delivery consistency /
reliability (e.g.
arrives as promised

75615*-665-850consistently)
5%4%5%6%*%-%4%4%5%-%5%4%

b

Delivery time (when you
receive your mail

525131-22*-931delivery)
4%1%5%5%1%-%2%1%*%-%5%3%

b

Lost or late delivery of
*446--53*-223sent mail
*%3%3%3%-%-%3%2%*%-%1%2%

c

Wrong mail delivered /
our mail delivered

5323*-**2-217elsewhere
3%2%2%1%*%-%*%*%2%-%1%1%

2*143-3-*-314Collection reliability
2%*%1%2%3%-%2%-%*%-%2%1%

2-*13-2---19Time of collection
2%-%*%*%3%-%2%-%-%-%1%1%

Wrong postage /
shortfall on incoming

-1132*3--229mail - having to pay
-%*%1%1%2%*%2%-%-%37%1%1%

2-1-3-2----9Latest collection time
2%-%1%-%3%-%2%-%-%-%-%1%

c

*1223---*-38Damaged mail / goods
*%1%2%1%3%-%-%-%*%-%2%1%

Trustworthiness of the
2--13--1--18provider
2%-%-%*%3%-%-%1%-%-%1%1%

Availability of a daily
2-----2----5collection
2%-%-%-%-%-%2%-%-%-%-%*%

Accessibility of the
sorting office / opening

---3-------3hours
-%-%-%1%-%-%-%-%-%-%-%*%

Columns Tested: a,b - a,b,c - a,b,c - a,b,c
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QRM4. Have you experienced any problems with your service from Royal Mail (as a sender or recipient of mail) in the last 6 months?
Base: All respondents who use Royal Mail



Satisfaction with
MonthMonthMonthother main provider

DecNovOctJunMayAprMarFebJanDissatisfiedSatisfiedTOTAL

cbacbacba*baSignificance Level: 95%
139110142243955712216810941751185Unweighted total
143131118246975514016210061681192Weighted total

Recorded letters not
---1---1*-*3being signed for
-%-%-%*%-%-%-%1%*%-%*%*%

Problems with the Smart
1------*---1Stamp online system
1%-%-%-%-%-%-%*%-%-%-%*%

Account management (if
---*-------*applicable)
-%-%-%*%-%-%-%-%-%-%-%*%

--2--------2Don't know / na
-%-%2%-%-%-%-%-%-%-%-%*%

21142-3-15-728Other
2%8%4%1%-%5%-%1%5%-%4%2%

cbcbc

28323148147172219248218NET: Any problem
19%24%26%19%15%13%12%14%19%37%29%18%

Columns Tested: a,b - a,b,c - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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QRM4. Have you experienced any problems with your service from Royal Mail (as a sender or recipient of mail) in the last 6 months?
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

m*lk*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
14822302425916241812161612224Unweighted total
1947118271035321410371812221Weighted total

Amount / level of lost
7856283171535106991mail
40%63%58%29%30%33%50%48%22%56%27%35%80%41%

Delivery consistency /
reliability (e.g.
arrives as promised

471117213541123-50consistently)
24%12%9%16%28%19%36%16%26%13%33%17%-%23%

Delivery time (when you
receive your mail

27112538531*2*31delivery)
14%13%9%26%18%33%22%16%20%14%*%9%2%14%

Lost or late delivery of
1921*7-5*1121*23sent mail
10%25%10%6%28%-%14%1%9%13%6%8%2%10%

Wrong mail delivered /
our mail delivered

14*21-3213--5*17elsewhere
7%1%16%11%-%31%7%4%19%-%-%26%2%8%

13*-*-*53*-32-14Collection reliability
7%6%-%5%-%2%14%9%3%-%7%9%-%6%

9--*1-22--3--9Time of collection
4%-%-%5%5%-%7%8%-%-%7%-%-%4%

Wrong postage /
shortfall on incoming

8***--33-1-2*9mail - having to pay
4%1%1%5%-%-%8%8%-%13%-%9%2%4%

9-----22-13--9Latest collection time
4%-%-%-%-%-%7%8%-%13%7%-%-%4%

8***12**-13*-8Damaged mail / goods
4%1%4%1%6%17%1%1%-%13%7%1%-%4%

Trustworthiness of the
8---1-2--13--8provider
4%-%-%-%5%-%7%-%-%13%7%-%-%3%

Availability of a daily
5-----22-----5collection
2%-%-%-%-%-%7%8%-%-%-%-%-%2%

Accessibility of the
sorting office / opening

3------3-----3hours
1%-%-%-%-%-%-%8%-%-%-%-%-%1%

Recorded letters not
3---1---1*---3being signed for
1%-%-%-%5%-%-%-%9%2%-%-%-%1%

Problems with the Smart
1---1----*---1Stamp online system
1%-%-%-%5%-%-%-%-%2%-%-%-%1%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
OFC1885
Issue date: 18/01/16
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QRM4. Have you experienced any problems with your service from Royal Mail (as a sender or recipient of mail) in the last 6 months?
Base: All respondents who use Royal Mail. Excluding those with no problems



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

m*lk*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
14822302425916241812161612224Unweighted total
1947118271035321410371812221Weighted total

Account management (if
--*----------*applicable)
-%-%1%-%-%-%-%-%-%-%-%-%-%*%

--------------No Problems
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2------2-----2Don't know / na
1%-%-%-%-%-%-%7%-%-%-%-%-%1%

261114-531-92228Other
13%7%5%17%14%-%13%8%11%-%25%11%15%13%

1927118271035291410371812218NET: Any problem
99%100%100%100%100%100%100%93%100%100%100%100%100%99%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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QRM4. Have you experienced any problems with your service from Royal Mail (as a sender or recipient of mail) in the last 6 months?
Base: All respondents who use Royal Mail. Excluding those with no problems

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

bae*d*cbag*fe*d*c*b*aSignificance Level: 95%
114110661112431588619462042716224Unweighted total

92129112272097920421963015221Weighted total

Amount / level of lost
4349411287337214416691mail
47%38%36%47%35%32%42%42%37%50%19%76%54%41%41%

Delivery consistency /
reliability (e.g.
arrives as promised

20301-*1502274341450consistently)
22%23%8%-%17%8%24%28%33%10%16%68%2%25%23%

bee

Delivery time (when you
receive your mail

14171**1301563232231delivery)
15%13%12%9%15%12%14%18%29%7%8%47%6%11%14%

Lost or late delivery of
1581*-122827--4123sent mail
16%6%6%9%-%7%10%10%11%16%-%-%15%8%10%

a

Wrong mail delivered /
our mail delivered

792**115425212*17elsewhere
8%7%14%9%9%17%7%5%12%12%11%21%6%3%8%

3111*-11353-33-*14Collection reliability
3%8%8%17%-%7%6%6%13%-%16%47%-%1%6%

46----942-3---9Time of collection
4%4%-%-%-%-%4%5%12%-%14%-%-%-%4%

Wrong postage /
shortfall on incoming

361***822-3-2-9mail - having to pay
3%5%5%9%5%4%4%2%9%-%15%-%8%-%4%

26----924-3---9Latest collection time
3%5%-%-%-%-%4%3%18%-%14%-%-%-%4%

441***7233--**8Damaged mail / goods
4%3%9%14%15%6%3%2%13%8%-%-%1%1%4%

Trustworthiness of the
44----8-2-3--18provider
4%3%-%-%-%-%4%-%12%-%14%-%-%8%3%

Availability of a daily
22----522-----5collection
3%2%-%-%-%-%2%3%12%-%-%-%-%-%2%

Accessibility of the
sorting office / opening

3-----3---3---3hours
3%-%-%-%-%-%1%-%-%-%14%-%-%-%1%

Recorded letters not
*2*--*2*--1---3being signed for
*%2%2%-%-%2%1%*%-%-%6%-%-%-%1%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Produced by OLR
OFC1885
Issue date: 18/01/16
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QRM4. Have you experienced any problems with your service from Royal Mail (as a sender or recipient of mail) in the last 6 months?
Base: All respondents who use Royal Mail. Excluding those with no problems



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

bae*d*cbag*fe*d*c*b*aSignificance Level: 95%
114110661112431588619462042716224Unweighted total

92129112272097920421963015221Weighted total

Problems with the Smart
1**-*-1--*---11Stamp online system
1%*%2%-%9%-%1%-%-%*%-%-%-%8%1%

Account management (if
*-*--*-*------*applicable)
*%-%1%-%-%1%-%*%-%-%-%-%-%-%*%

---------------No Problems
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-2----2-2-----2Don't know / na
-%2%-%-%-%-%1%-%12%-%-%-%-%-%1%

6221*-1271133-*4328Other
6%17%13%9%-%17%13%14%14%7%-%3%13%17%13%

b

92126112272077918421963015218NET: Any problem
100%98%100%100%100%100%99%100%88%100%100%100%100%100%99%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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QRM4. Have you experienced any problems with your service from Royal Mail (as a sender or recipient of mail) in the last 6 months?
Base: All respondents who use Royal Mail. Excluding those with no problems

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*dcbacb*aba*d*c*baSignificance Level: 95%
116161642508088110268813612211987224Unweighted total
*3131140539773115327314721218119221Weighted total

Amount / level of lost
-26516243728531128641665291mail
-%59%46%52%41%45%38%38%46%33%38%43%36%49%31%43%41%

Delivery consistency /
reliability (e.g.
arrives as promised

*-22111124103191040*353350consistently)
100%-%15%22%27%22%25%14%27%27%14%27%13%23%27%28%23%

cb

Delivery time (when you
receive your mail

-12*7714101381021**51831delivery)
-%25%17%1%18%13%14%13%11%26%13%14%18%2%28%15%14%

Lost or late delivery of
***24410814*814***1323sent mail

100%3%3%18%10%8%11%12%12%1%12%10%20%1%2%11%10%

Wrong mail delivered /
our mail delivered

-*2-3210773710*3*917elsewhere
-%6%16%-%8%4%10%9%6%9%9%7%8%21%1%8%8%

-1--823392310**-814Collection reliability
-%16%-%-%21%4%3%5%7%5%5%7%8%1%-%7%6%

ab

----7*135136---69Time of collection
-%-%-%-%19%1%1%4%4%4%4%4%-%-%-%5%4%

ab

Wrong postage /
shortfall on incoming

-*1*3-436-36-*279mail - having to pay
-%6%10%1%8%-%4%4%5%-%4%4%-%1%9%6%4%

b

--1-7--26-26---69Latest collection time
-%-%10%-%19%-%-%3%5%-%3%4%-%-%-%5%4%

ab

--***4343145**248Damaged mail / goods
-%-%2%2%1%8%4%5%3%4%5%3%5%2%9%3%4%

Trustworthiness of the
----51144-44---48provider
-%-%-%-%13%2%1%5%3%-%5%3%-%-%-%3%3%

a

Availability of a daily
----5--22-22---55collection
-%-%-%-%12%-%-%3%2%-%3%2%-%-%-%4%2%

ab

Accessibility of the
sorting office / opening

------3--3-3---33hours
-%-%-%-%-%-%3%-%-%8%-%2%-%-%-%2%1%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Produced by OLR
OFC1885
Issue date: 18/01/16
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QRM4. Have you experienced any problems with your service from Royal Mail (as a sender or recipient of mail) in the last 6 months?
Base: All respondents who use Royal Mail. Excluding those with no problems



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*dcbacb*aba*d*c*baSignificance Level: 95%
116161642508088110268813612211987224Unweighted total
*3131140539773115327314721218119221Weighted total

Recorded letters not
--*--11*2-*2---13being signed for
-%-%1%-%-%2%1%*%2%-%*%2%-%-%-%1%1%

Problems with the Smart
-*----1*-1*1*---1Stamp online system
-%5%-%-%-%-%1%*%-%4%*%1%8%-%-%-%1%

Account management (if
-*-----*--*-----*applicable)
-%3%-%-%-%-%-%*%-%-%*%-%-%-%-%-%*%

-----------------No Problems
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--2----2--2----22Don't know / na
-%-%19%-%-%-%-%3%-%-%3%-%-%-%-%2%1%

a

--125712167516121*31528Other
-%-%4%16%14%13%12%22%6%16%22%8%29%2%16%12%13%

ba

*3101140539771115327114721218117218NET: Any problem
100%100%81%100%100%100%100%97%100%100%97%100%100%100%100%98%99%

b
Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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QRM4. Have you experienced any problems with your service from Royal Mail (as a sender or recipient of mail) in the last 6 months?
Base: All respondents who use Royal Mail. Excluding those with no problems

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cbaba*ba*e*d*c*baSignificance Level: 95%
-701543419018206891920102224Unweighted total
-781424018126194411172399221Weighted total

Amount / level of lost
-35561379587356114091mail
-%45%39%32%44%17%45%77%43%34%47%41%41%

Delivery consistency /
reliability (e.g.
arrives as promised

-1734744545*-552350consistently)
-%22%24%17%24%19%23%12%-%31%21%23%23%

Delivery time (when you
receive your mail

-1021427229*1321631delivery)
-%13%15%11%15%9%15%12%11%15%7%16%14%

Lost or late delivery of
-320121121*511723sent mail
-%4%14%3%12%5%11%12%46%7%4%7%10%

b

Wrong mail delivered /
our mail delivered

-512313314--2-917elsewhere
-%6%8%9%7%12%7%-%-%10%-%9%8%

-311-14-14--2-714Collection reliability
-%4%7%-%7%-%7%-%-%14%-%7%6%

-18-9-9--2-39Time of collection
-%2%6%-%5%-%5%-%-%14%-%3%4%

Wrong postage /
shortfall on incoming

-454527--3-49mail - having to pay
-%5%3%10%3%9%3%-%-%15%-%4%4%

a

--9-9-9--2-49Latest collection time
-%-%6%-%5%-%4%-%-%14%-%4%4%

b

-6317-8-2*148Damaged mail / goods
-%7%2%3%4%-%4%-%15%2%5%4%4%

a

Trustworthiness of the
-161616--2138provider
-%2%4%3%3%5%3%-%-%14%5%3%3%

Availability of a daily
--5-5-5--2--5collection
-%-%3%-%3%-%2%-%-%14%-%-%2%

Accessibility of the
sorting office / opening

--3-3-3-----3hours
-%-%2%-%1%-%1%-%-%-%-%-%1%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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QRM4. Have you experienced any problems with your service from Royal Mail (as a sender or recipient of mail) in the last 6 months?
Base: All respondents who use Royal Mail. Excluding those with no problems

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cbaba*ba*e*d*c*baSignificance Level: 95%
-701543419018206891920102224Unweighted total
-781424018126194411172399221Weighted total

Recorded letters not
-*2-3-3----*3being signed for
-%*%2%-%1%-%1%-%-%-%-%*%1%

Problems with the Smart
-1-1*1*---1-1Stamp online system
-%2%-%3%*%5%*%-%-%-%6%-%1%

a

Account management (if
--*-*-*---*-*applicable)
-%-%*%-%*%-%*%-%-%-%*%-%*%

-------------No Problems
-%-%-%-%-%-%-%-%-%-%-%-%-%

--2-2-2-----2Don't know / na
-%-%2%-%1%-%1%-%-%-%-%-%1%

-1216820721--561228Other
-%15%12%20%11%28%11%-%-%29%26%12%13%

-781404017926192411172399218NET: Any problem
-%100%98%100%99%100%99%100%100%100%100%100%99%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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QRM4. Have you experienced any problems with your service from Royal Mail (as a sender or recipient of mail) in the last 6 months?
Base: All respondents who use Royal Mail. Excluding those with no problems

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
41218107722841667583126217163211924189224Unweighted total
37217105663851567583123212151204844489221Weighted total

Amount / level of lost
17905521-446836345489718243143591mail
45%42%53%31%-%51%43%47%41%44%42%47%40%50%32%39%41%

cb

Delivery consistency /
reliability (e.g.
arrives as promised

124930123192712152549344917151850consistently)
31%23%29%18%94%22%18%16%18%21%23%23%24%20%35%20%23%

Delivery time (when you
receive your mail

6301713-822611143022301471031delivery)
16%14%17%20%-%10%14%8%13%12%14%14%15%17%15%12%14%

Lost or late delivery of
323107-81481213211421105723sent mail
9%10%10%10%-%10%9%11%14%11%10%9%10%12%12%8%10%

Wrong mail delivered /
our mail delivered

21677-31244716111434617elsewhere
6%7%7%11%-%4%8%5%4%5%7%7%7%4%10%7%8%

61486-31016914121462614Collection reliability
16%6%8%9%-%3%6%1%7%7%6%8%7%7%4%7%6%

bff

6963-36*359995-49Time of collection
15%4%6%4%-%3%4%1%3%4%4%6%4%6%-%4%4%

b

Wrong postage /
shortfall on incoming

*924*27326969*369mail - having to pay
*%4%2%6%6%3%5%3%2%5%4%4%4%*%7%7%4%

cc

5954-26-469995-49Latest collection time
14%4%5%6%-%3%4%-%5%5%4%6%4%6%-%4%4%

bff

*833-464377473238Damaged mail / goods
*%4%3%5%-%4%4%5%4%5%3%3%3%4%4%4%4%

Trustworthiness of the
3853-451368882-58provider
7%3%5%4%-%4%3%2%3%5%4%5%4%3%-%6%3%

Availability of a daily
252--22--25555--5collection
6%2%2%-%-%3%2%-%-%2%2%3%2%6%-%-%2%

a
Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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QRM4. Have you experienced any problems with your service from Royal Mail (as a sender or recipient of mail) in the last 6 months?
Base: All respondents who use Royal Mail. Excluding those with no problems

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
41218107722841667583126217163211924189224Unweighted total
37217105663851567583123212151204844489221Weighted total

Accessibility of the
sorting office / opening

-3----3-3-3-3--33hours
-%1%-%-%-%-%2%-%3%-%1%-%1%-%-%3%1%

bd

Recorded letters not
-31*--3-**313*-23being signed for
-%1%1%*%-%-%2%-%*%*%1%1%1%*%-%3%1%

Problems with the Smart
*1*--11111111*-11Stamp online system
*%1%*%-%-%2%1%2%2%1%1%1%1%*%-%1%1%

Account management (if
-**--********--**applicable)
-%*%*%-%-%*%*%*%*%*%*%*%*%-%-%*%*%

-----------------No Problems
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

22----22--222-2-2Don't know / na
6%1%-%-%-%-%2%3%-%-%1%2%1%-%5%-%1%

abdac

128512-11151110142617261221428Other
3%13%5%18%-%13%10%15%12%12%12%11%13%14%5%16%13%

a

35215105663851547383123210149202844189218NET: Any problem
94%99%100%100%100%100%98%97%100%100%99%98%99%100%95%100%99%

ccfbb
Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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QRM4. Have you experienced any problems with your service from Royal Mail (as a sender or recipient of mail) in the last 6 months?
Base: All respondents who use Royal Mail. Excluding those with no problems

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbac*b*abaSignificance Level: 95%
321543847215153-221190220205218197616153176224Unweighted total
301484234209150-219185216199216196613137167221Weighted total

Amount / level of lost
125623138969-90788983888124496991mail
40%38%54%38%43%46%-%41%42%41%42%41%41%31%31%35%41%41%

Delivery consistency /
reliability (e.g.
arrives as promised

1329874930-49344945494443353550consistently)
45%19%20%21%23%20%-%22%19%23%22%23%23%65%23%26%21%23%

ab

Delivery time (when you
receive your mail

1016553125-312231283129-*222231delivery)
34%11%11%14%15%17%-%14%12%14%14%14%15%-%3%16%13%14%

ab

Lost or late delivery of
217452216-232023212221**171723sent mail
8%11%8%13%11%11%-%10%11%10%11%10%11%7%4%12%10%10%

Wrong mail delivered /
our mail delivered

116*3159-171316141613-4121317elsewhere
2%11%1%8%7%6%-%8%7%7%7%7%6%-%33%9%8%8%

39261411-14914141414--11814Collection reliability
8%6%6%16%6%7%-%6%5%6%7%6%7%-%-%8%5%6%

b

432397-979999--679Time of collection
12%2%6%9%4%4%-%4%4%4%5%4%5%-%-%4%4%4%

b

Wrong postage /
shortfall on incoming

18*194-999999-*579mail - having to pay
4%5%*%2%4%3%-%4%5%4%4%4%4%-%3%3%4%4%

432396-969999--669Latest collection time
12%2%6%8%4%4%-%4%3%4%4%4%4%-%-%5%4%4%

b

-8**86-888885*4688Damaged mail / goods
-%5%1%*%4%4%-%4%4%4%4%4%2%4%28%4%5%4%

Trustworthiness of the
-44385-858886--468provider
-%3%8%8%4%3%-%3%3%3%4%3%3%-%-%3%4%3%

Availability of a daily
2-2-52-525555--225collection
8%-%6%-%2%2%-%2%1%2%2%2%2%-%-%2%1%2%

bb

Accessibility of the
sorting office / opening

-3--3--3-3333---33hours
-%2%-%-%1%-%-%1%-%1%1%1%1%-%-%-%2%1%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Produced by OLR
OFC1885
Issue date: 18/01/16
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QRM4. Have you experienced any problems with your service from Royal Mail (as a sender or recipient of mail) in the last 6 months?
Base: All respondents who use Royal Mail. Excluding those with no problems



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbac*b*abaSignificance Level: 95%
321543847215153-221190220205218197616153176224Unweighted total
301484234209150-219185216199216196613137167221Weighted total

Recorded letters not
-2*-31-313333--133being signed for
-%2%*%-%1%1%-%1%1%1%1%1%1%-%-%1%2%1%

Problems with the Smart
--1*1*-111111-*1*1Stamp online system
-%-%3%1%1%*%-%1%1%1%1%1%1%-%1%1%*%1%

b

Account management (if
*---**-******--***applicable)
*%-%-%-%*%*%-%*%*%*%*%*%*%-%-%*%*%*%

------------------No Problems
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--2222-222222--222Don't know / na
-%-%6%7%1%2%-%1%1%1%1%1%1%-%-%2%1%1%

bb

218822112-282228222825-1181728Other
7%12%20%5%10%8%-%13%12%13%11%13%13%-%10%13%10%13%

301484032207147-217182214197213194613135165218NET: Any problem
100%100%94%93%99%98%-%99%99%99%99%99%99%100%100%98%99%99%

ac
Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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QRM4. Have you experienced any problems with your service from Royal Mail (as a sender or recipient of mail) in the last 6 months?
Base: All respondents who use Royal Mail. Excluding those with no problems

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

b*a*baba*babac*b*aSignificance Level: 95%
38141223401216218731511702529224Unweighted total
43132218461146215781421652728221Weighted total

Amount / level of lost
264-9115521913952778791mail
59%28%-%42%33%45%10%42%50%37%46%31%23%41%

Delivery consistency /
reliability (e.g.
arrives as promised

65-502021248942405550consistently)
13%39%-%23%43%18%42%22%11%29%24%20%18%23%

ab

Delivery time (when you
receive your mail

81-31195-31229244331delivery)
17%11%-%14%43%4%-%14%2%21%14%16%12%14%

ab

Lost or late delivery of
2--23*194191112125623sent mail
4%-%-%10%1%17%69%9%14%8%7%17%20%10%

b

Wrong mail delivered /
our mail delivered

*1-1748-17512104317elsewhere
*%11%-%8%9%7%-%8%6%8%6%16%10%8%

3--14103-14*1393214Collection reliability
6%-%-%6%21%3%-%6%*%9%5%9%8%6%

ab

1--99--9-962*9Time of collection
3%-%-%4%20%-%-%4%-%6%4%9%2%4%

ab

Wrong postage /
shortfall on incoming

22-9-3-9364239mail - having to pay
4%19%-%4%-%3%-%4%3%4%2%9%10%4%

---97--9-95219Latest collection time
-%-%-%4%16%-%-%4%-%6%3%9%4%4%

ab

12-8*2-8*85128Damaged mail / goods
3%13%-%4%1%2%-%4%*%6%3%5%6%4%

Trustworthiness of the
-1-861-8-844-8provider
-%9%-%3%14%1%-%3%-%5%2%13%-%3%

ab

Availability of a daily
---55--5-522-5collection
-%-%-%2%10%-%-%2%-%3%1%9%-%2%

a
Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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QRM4. Have you experienced any problems with your service from Royal Mail (as a sender or recipient of mail) in the last 6 months?
Base: All respondents who use Royal Mail. Excluding those with no problems

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

b*a*baba*babac*b*aSignificance Level: 95%
38141223401216218731511702529224Unweighted total
43132218461146215781421652728221Weighted total

Accessibility of the
sorting office / opening

---3-3-33-3--3hours
-%-%-%1%-%2%-%1%3%-%2%-%-%1%

a

Recorded letters not
*--3-1-3113--3being signed for
*%-%-%1%-%1%-%1%2%1%2%-%-%1%

Problems with the Smart
-*-1-1-11*1*-1Stamp online system
-%1%-%1%-%1%-%1%2%*%1%1%-%1%

Account management (if
---*-*-*-**--*applicable)
-%-%-%*%-%*%-%*%-%*%*%-%-%*%

--------------No Problems
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--2----2-22--2Don't know / na
-%-%100%-%-%-%-%1%-%2%1%-%-%1%

9*-28813-28919177328Other
21%2%-%13%17%11%-%13%12%13%11%27%12%13%

4313-218461146213781401632728218NET: Any problem
100%100%-%100%100%100%100%99%100%98%99%100%100%99%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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QRM4. Have you experienced any problems with your service from Royal Mail (as a sender or recipient of mail) in the last 6 months?
Base: All respondents who use Royal Mail. Excluding those with no problems

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthMonthother main provider

DecNovOctJunMayAprMarFebJanDissatisfiedSatisfiedTOTAL

*c*bac*b*a*cb*a*baSignificance Level: 95%
25263545167143620146224Unweighted total
28323348147172219248221Weighted total

Amount / level of lost
1681617666116-2991mail
60%26%48%35%43%76%33%49%32%-%60%41%

Delivery consistency /
reliability (e.g.
arrives as promised

75615*-665-850consistently)
26%15%19%32%1%-%34%28%26%-%17%23%

Delivery time (when you
receive your mail

525131-22*-931delivery)
19%5%17%28%4%-%14%10%2%-%19%14%

Lost or late delivery of
*446--53*-223sent mail
1%12%11%14%-%-%28%13%2%-%3%10%

Wrong mail delivered /
our mail delivered

5323*-**2-217elsewhere
18%9%7%7%3%-%3%1%11%-%3%8%

2*143-3-*-314Collection reliability
9%1%2%9%19%-%15%-%2%-%6%6%

2-*13-2---19Time of collection
9%-%1%3%19%-%14%-%-%-%2%4%

Wrong postage /
shortfall on incoming

-1132*3--229mail - having to pay
-%2%4%6%11%1%15%-%-%100%4%4%

2-1-3-2----9Latest collection time
9%-%4%-%19%-%14%-%-%-%-%4%

*1223---*-38Damaged mail / goods
*%5%5%4%19%-%-%-%2%-%6%4%

Trustworthiness of the
2--13--1--18provider
9%-%-%3%19%-%-%6%-%-%2%3%

Availability of a daily
2-----2----5collection
9%-%-%-%-%-%14%-%-%-%-%2%

Accessibility of the
sorting office / opening

---3-------3hours
-%-%-%6%-%-%-%-%-%-%-%1%

Recorded letters not
---1---1*-*3being signed for
-%-%-%3%-%-%-%6%1%-%*%1%

Problems with the Smart
1------*---1Stamp online system
4%-%-%-%-%-%-%1%-%-%-%1%

Columns Tested: a,b - a,b,c - a,b,c - a,b,c

Produced by OLR
OFC1885
Issue date: 18/01/16
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QRM4. Have you experienced any problems with your service from Royal Mail (as a sender or recipient of mail) in the last 6 months?
Base: All respondents who use Royal Mail. Excluding those with no problems



Satisfaction with
MonthMonthMonthother main provider

DecNovOctJunMayAprMarFebJanDissatisfiedSatisfiedTOTAL

*c*bac*b*a*cb*a*baSignificance Level: 95%
25263545167143620146224Unweighted total
28323348147172219248221Weighted total

Account management (if
---*-------*applicable)
-%-%-%*%-%-%-%-%-%-%-%*%

------------No Problems
-%-%-%-%-%-%-%-%-%-%-%-%

--2--------2Don't know / na
-%-%7%-%-%-%-%-%-%-%-%1%

21142-3-15-728Other
9%34%13%4%-%39%-%5%26%-%14%13%

28323148147172219248218NET: Any problem
100%100%93%100%100%100%100%100%100%100%100%99%

Columns Tested: a,b - a,b,c - a,b,c - a,b,c
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QRM4. Have you experienced any problems with your service from Royal Mail (as a sender or recipient of mail) in the last 6 months?
Base: All respondents who use Royal Mail. Excluding those with no problems

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

m*lk*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
14722302425916231812161612223Unweighted total
1927118271035291410371812218Weighted total

171111-9**132-20Very Dissatisfied
9%14%8%13%5%-%27%1%2%13%7%9%-%9%

22-112252*17*223Fairly Dissatisfied
12%-%6%6%9%17%14%8%1%15%19%1%14%11%

Neither Satisfied Nor
221*14352213*224Dissatisfied
11%14%4%17%14%30%14%8%11%15%7%1%14%11%

21*2232352-51*26Fairly Satisfied
11%6%20%22%10%18%8%18%18%-%13%8%2%12%

62*-1*----32-8Very Satisfied
3%24%4%-%5%2%-%-%-%-%7%9%-%4%

Have not Contacted / Not
Applicable (DO NOT READ

10236315313198518138114OUT)
53%43%53%30%57%33%37%64%59%57%47%70%70%52%

Don't Know (DO NOT READ
2-*1---*1--*-3OUT)
1%-%4%11%-%-%-%1%9%-%-%1%-%1%

2723242352-73*34NET: Satisfied
14%30%24%22%15%20%8%18%18%-%20%17%2%15%

3912242153*3102243NET: Dissatisfied
20%14%14%20%15%17%41%9%3%28%26%10%14%20%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QRM5. Thinking about contacting Royal Mail with a service query, request or complaint, and your experiences in the last six months, please rate
Royal Mail on the following aspects)
Base: All respondents who have experienced a problem with their service from Royal Mail in the last 6 months

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

bae*d*cbag*fe*d*c*b*aSignificance Level: 95%
114109661112431578618462042716223Unweighted total

92126112272077918421963015218Weighted total

1281*-119103*--5120Very Dissatisfied
13%6%12%17%-%13%9%13%16%1%-%-%16%8%9%

e

9141***22856--3*23Fairly Dissatisfied
10%11%8%20%9%4%11%10%28%13%-%-%10%3%11%

Neither Satisfied Nor
1691*-1236*81-3224Dissatisfied
17%7%10%18%-%10%11%8%1%20%7%-%10%13%11%

ag

10161**12516121-2226Fairly Satisfied
11%13%11%9%21%8%12%20%3%6%3%-%7%12%12%

e

44**--84-**-218Very Satisfied
4%3%3%17%-%-%4%5%-%1%2%-%6%10%4%

Have not Contacted / Not
Applicable (DO NOT READ

39756*1510834924156158114OUT)
42%60%53%11%61%64%52%42%51%58%78%100%49%54%52%

b

Don't Know (DO NOT READ
2****-31-*2-*-3OUT)
3%*%3%9%9%-%1%1%-%1%9%-%1%-%1%

142021*13220131-4334NET: Satisfied
15%16%14%26%21%8%16%25%3%7%6%-%13%22%15%

e

222221*1411986--8243NET: Dissatisfied
24%17%20%36%9%18%20%23%44%14%-%-%27%11%20%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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Professionalism and handling of any query / complaint (QRM5. Thinking about contacting Royal Mail with a service query, request or complaint, and your experiences in the last six months, please rate
Royal Mail on the following aspects)
Base: All respondents who have experienced a problem with their service from Royal Mail in the last 6 months

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*dcbacb*aba*d*c*baSignificance Level: 95%
116151642508087110268713612211986223Unweighted total
*3101140539771115327114721218117218Weighted total

-1*133119659111*11420Very Dissatisfied
-%33%4%7%8%7%11%13%5%16%13%7%41%2%6%12%9%

-*2*4810716*7161-31423Fairly Dissatisfied
-%3%16%4%9%14%10%10%14%1%10%11%24%-%16%12%11%

Neither Satisfied Nor
*11*489915-915*13924Dissatisfied

100%17%6%4%11%15%9%13%13%-%13%10%8%6%18%7%11%

-**-9511111141115-231426Fairly Satisfied
-%6%2%-%23%10%11%16%10%11%16%10%-%17%17%12%12%

-**131225*25*-*38Very Satisfied
-%5%4%11%7%3%2%3%4%1%3%4%9%-%2%2%4%

Have not Contacted / Not
Applicable (DO NOT READ

-1781526543260233282*9762114OUT)
-%37%67%71%37%50%56%44%52%70%44%56%18%75%41%53%52%

c

Don't Know (DO NOT READ
---*21-*3-*3---13OUT)
-%-%-%2%5%2%-%*%2%-%*%2%-%-%-%1%1%

-*1112713131641320*231734NET: Satisfied
-%11%7%11%31%12%13%19%14%12%19%14%9%17%19%15%15%

ab

-121711211621616271*42843NET: Dissatisfied
-%36%20%12%17%21%22%23%19%17%23%18%65%2%22%24%20%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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Professionalism and handling of any query / complaint (QRM5. Thinking about contacting Royal Mail with a service query, request or complaint, and your experiences in the last six months, please rate
Royal Mail on the following aspects)
Base: All respondents who have experienced a problem with their service from Royal Mail in the last 6 months

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cbaba*ba*e*d*c*baSignificance Level: 95%
-701533418918205891920102223Unweighted total
-781404017926192411172399218Weighted total

-6144164161-54420Very Dissatisfied
-%8%10%10%9%14%8%18%-%29%18%4%9%

-1310717122*5-21223Fairly Dissatisfied
-%17%7%17%9%5%12%3%43%-%11%12%11%

a

Neither Satisfied Nor
-915420420145-1224Dissatisfied
-%12%11%11%11%16%11%23%35%26%-%12%11%

-719323323-11*1626Fairly Satisfied
-%9%14%8%13%12%12%-%11%5%1%16%12%

-17-8-8--**38Very Satisfied
-%2%5%-%4%-%4%-%-%2%2%3%4%

Have not Contacted / Not
Applicable (DO NOT READ

-41732193141002161551114OUT)
-%52%52%53%52%54%52%56%11%36%67%51%52%

Don't Know (DO NOT READ
-12*3-3--**23OUT)
-%1%1%1%1%-%2%-%-%1%2%2%1%

-826331331-1111934NET: Satisfied
-%10%18%8%17%12%16%-%11%8%3%19%15%

-1924113353815561643NET: Dissatisfied
-%24%17%27%18%18%20%21%43%29%28%16%20%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QRM5. Thinking about contacting Royal Mail with a service query, request or complaint, and your experiences in the last six months, please rate
Royal Mail on the following aspects)
Base: All respondents who have experienced a problem with their service from Royal Mail in the last 6 months

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
40217107722841657483126216162210924089223Unweighted total
35215105663851547383123210149202844189218Weighted total

219133-11611514201520105520Very Dissatisfied
4%9%12%4%-%13%4%15%6%11%9%10%10%11%12%6%9%

ggggg

323168-111910812221619841223Fairly Dissatisfied
9%11%15%12%-%13%12%13%9%9%10%11%9%10%9%13%11%

Neither Satisfied Nor
424155313201210192318191321024Dissatisfied

11%11%14%7%94%16%13%17%12%16%11%12%10%15%4%11%11%

6251513*51551013261926145526Fairly Satisfied
17%12%14%20%6%6%10%7%12%11%12%13%13%16%13%6%12%

aa

1881-375438785118Very Satisfied
2%4%7%2%-%3%4%7%5%2%4%5%4%6%3%2%4%

Have not Contacted / Not
Applicable (DO NOT READ

201113835-418428456010970107342455114OUT)
56%52%36%53%-%48%55%39%55%49%52%47%53%40%58%61%52%

aafffc

Don't Know (DO NOT READ
-311-232123331113OUT)
-%1%1%1%-%2%2%2%1%2%1%2%1%1%1%2%1%

7332315*722101316342634197734NET: Satisfied
20%16%22%22%6%9%14%14%16%13%16%17%17%22%17%7%15%

aa

5432911-22252113254132391881743NET: Dissatisfied
13%20%27%16%-%26%16%28%16%20%20%21%19%21%21%19%20%

g
Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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Professionalism and handling of any query / complaint (QRM5. Thinking about contacting Royal Mail with a service query, request or complaint, and your experiences in the last six months, please rate
Royal Mail on the following aspects)
Base: All respondents who have experienced a problem with their service from Royal Mail in the last 6 months

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbac*b*abaSignificance Level: 95%
321543746214152-220189219204217196616152175223Unweighted total
301484032207147-217182214197213194613135165218Weighted total

410731713-201220172015-1131520Very Dissatisfied
13%6%16%10%8%9%-%9%7%9%9%9%8%-%11%9%9%9%

*20422118-231821192122-2132323Fairly Dissatisfied
1%13%9%5%10%12%-%11%10%10%9%10%11%-%13%9%14%11%

c

Neither Satisfied Nor
317542419-24232422242123121924Dissatisfied

10%11%12%14%12%13%-%11%13%11%11%11%11%27%21%9%12%11%

417642421-262126252624*2131926Fairly Satisfied
12%11%14%12%11%14%-%12%11%12%13%12%12%4%16%9%11%12%

*62187-888887-*658Very Satisfied
1%4%4%3%4%5%-%4%4%4%4%4%4%-%3%4%3%4%

Have not Contacted / Not
Applicable (DO NOT READ

1779171811068-11298112104112102457781114OUT)
58%54%42%56%53%46%-%52%54%52%53%52%53%69%36%57%49%52%

Don't Know (DO NOT READ
2*1-31-333332--233OUT)
6%*%3%-%1%1%-%1%1%1%1%1%1%-%-%1%2%1%

b

423753128-342834333431*3192434NET: Satisfied
13%15%18%16%15%19%-%16%16%16%17%16%16%4%20%14%14%15%

4291053831-433141364037-3263843NET: Dissatisfied
13%20%25%15%18%21%-%20%17%19%18%19%19%-%24%19%23%20%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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Professionalism and handling of any query / complaint (QRM5. Thinking about contacting Royal Mail with a service query, request or complaint, and your experiences in the last six months, please rate
Royal Mail on the following aspects)
Base: All respondents who have experienced a problem with their service from Royal Mail in the last 6 months

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

b*a*baba*babac*b*aSignificance Level: 95%
3814-223401216217731501692529223Unweighted total
4313-218461146213781401632728218Weighted total

41-20131-2031799220Very Dissatisfied
10%9%-%9%29%1%-%9%4%12%5%34%7%9%

a

102-2395-231113163423Fairly Dissatisfied
24%14%-%11%20%5%-%11%14%9%10%11%15%11%

a

Neither Satisfied Nor
41-24615-241411173424Dissatisfied
9%6%-%11%13%13%-%11%17%8%10%12%15%11%

a

3--26416224141222*426Fairly Satisfied
6%-%-%12%9%14%29%11%18%8%13%1%14%12%

a

1--8*7-8628*-8Very Satisfied
3%-%-%4%1%6%-%4%8%1%5%1%-%4%

a

Have not Contacted / Not
Applicable (DO NOT READ

209-114136841103084891114114OUT)
46%71%-%52%28%59%71%52%38%60%54%42%49%52%

bb

Don't Know (DO NOT READ
1--3-2-3*33-*3OUT)
2%-%-%1%-%1%-%1%1%2%2%-%2%1%

4--34523232201429*434NET: Satisfied
9%-%-%15%10%20%29%15%26%10%18%1%14%15%

a

153-43227-4314292512643NET: Dissatisfied
34%23%-%20%49%6%-%20%18%21%15%45%21%20%

a
Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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Professionalism and handling of any query / complaint (QRM5. Thinking about contacting Royal Mail with a service query, request or complaint, and your experiences in the last six months, please rate
Royal Mail on the following aspects)
Base: All respondents who have experienced a problem with their service from Royal Mail in the last 6 months

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthMonthother main provider

DecNovOctJunMayAprMarFebJanDissatisfiedSatisfiedTOTAL

*c*bac*b*a*cb*a*baSignificance Level: 95%
25263445167143620146223Unweighted total
28323148147172219248218Weighted total

3535*--4*-620Very Dissatisfied
13%15%9%10%1%-%-%16%2%-%11%9%

7*-4*1-55-923Fairly Dissatisfied
27%*%-%9%3%17%-%22%25%-%20%11%

Neither Satisfied Nor
4548---31-524Dissatisfied

14%14%13%17%-%-%-%14%3%-%10%11%

*836*-43*-326Fairly Satisfied
2%26%10%13%1%-%23%15%1%-%6%12%

-211*4*---18Very Satisfied
-%5%3%2%3%54%1%-%-%-%2%4%

Have not Contacted / Not
Applicable (DO NOT READ

1213202313212713224114OUT)
43%40%64%47%92%30%69%30%68%100%49%52%

Don't Know (DO NOT READ
*--*--1**-13OUT)
2%-%-%1%-%-%7%2%2%-%2%1%

*10471443*-434NET: Satisfied
2%31%13%15%4%54%24%15%1%-%8%15%

1153911-95-1543NET: Dissatisfied
40%15%9%19%4%17%-%39%27%-%31%20%

Columns Tested: a,b - a,b,c - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QRM5. Thinking about contacting Royal Mail with a service query, request or complaint, and your experiences in the last six months, please rate
Royal Mail on the following aspects)
Base: All respondents who have experienced a problem with their service from Royal Mail in the last 6 months

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

m*lk*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
14722302425916231812161612223Unweighted total
1927118271035291410371812218Weighted total

8-*---5*-1-2-8Very Dissatisfied
4%-%4%-%-%-%13%1%-%13%-%9%-%4%

12*--1-3-1*7--13Fairly Dissatisfied
7%6%-%-%5%-%8%-%9%2%19%-%-%6%

Neither Satisfied Nor
11-*132-*-13*211Dissatisfied

6%-%1%8%11%17%-%1%-%13%7%1%16%5%

40121451583*32244Fairly Satisfied
21%12%17%11%14%48%42%26%20%2%7%9%14%20%

213345*3*3172-30Very Satisfied
11%39%25%46%18%2%8%1%19%13%20%9%-%14%

m

Have not Contacted / Not
Applicable (DO NOT READ

9836214310216518138109OUT)
51%43%53%25%52%33%29%71%43%57%47%70%70%50%

Don't Know (DO NOT READ
2--1---*1--*-3OUT)
1%-%-%11%-%-%-%1%9%-%-%1%-%1%

614559518851103274NET: Satisfied
32%51%43%56%32%50%50%27%39%15%27%18%14%34%

20**-1-7*1172-21NET: Dissatisfied
11%6%4%-%5%-%21%1%9%15%19%9%-%10%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QRM5. Thinking about contacting Royal Mail with a service query, request or complaint, and your experiences in the last six months, please rate Royal Mail on the
following aspects)
Base: All respondents who have experienced a problem with their service from Royal Mail in the last 6 months

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

bae*d*cbag*fe*d*c*b*aSignificance Level: 95%
114109661112431578618462042716223Unweighted total

92126112272077918421963015218Weighted total

72*--*822---318Very Dissatisfied
7%1%2%-%-%3%4%3%13%-%-%-%9%8%4%

a

310**--13932----13Fairly Dissatisfied
3%8%2%11%-%-%6%11%15%4%-%-%-%-%6%

Neither Satisfied Nor
561*-1103-2--2211Dissatisfied
6%5%12%17%-%13%5%4%-%5%-%-%6%12%5%

20232*11422039145-44Fairly Satisfied
22%18%17%9%35%15%20%25%18%22%3%68%18%-%20%

171311-12913132-5430Very Satisfied
19%10%11%31%-%9%14%17%3%8%10%-%18%26%14%

Have not Contacted / Not
Applicable (DO NOT READ

37726*1410332925152158109OUT)
40%57%53%22%56%61%50%41%51%60%78%32%49%54%50%

bg

Don't Know (DO NOT READ
2****-2*-*2-*-3OUT)
2%*%3%9%9%-%1%*%-%1%9%-%1%-%1%

3836311271334122411474NET: Satisfied
41%29%29%40%35%24%34%42%21%30%13%68%36%26%34%

a

912**-*211152--3121NET: Dissatisfied
10%9%4%11%-%3%10%13%28%4%-%-%9%8%10%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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The staff being polite and courteous (QRM5. Thinking about contacting Royal Mail with a service query, request or complaint, and your experiences in the last six months, please rate Royal Mail on the
following aspects)
Base: All respondents who have experienced a problem with their service from Royal Mail in the last 6 months

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*dcbacb*aba*d*c*baSignificance Level: 95%
116151642508087110268713612211986223Unweighted total
*3101140539771115327114721218117218Weighted total

---*23343244--*58Very Dissatisfied
-%-%-%2%6%5%3%5%2%5%5%3%-%-%1%4%4%

--1--57175112*-*1113Fairly Dissatisfied
-%-%7%-%-%10%7%1%6%15%1%8%11%-%3%9%6%

cb

Neither Satisfied Nor
-1*-*3838*39*-4*11Dissatisfied
-%15%2%-%*%5%8%4%7%1%4%6%8%-%24%*%5%

-11*126232024-202413*2444Fairly Satisfied
-%17%6%4%29%12%24%28%21%-%28%16%37%23%1%21%20%

ba

*1227991214412181*51530Very Satisfied
100%24%18%21%19%17%9%18%12%12%18%12%26%1%30%13%14%

Have not Contacted / Not
Applicable (DO NOT READ

-1781726483256213278*9760109OUT)
-%44%67%71%42%49%49%45%49%66%45%53%18%76%41%51%50%

Don't Know (DO NOT READ
---*11-*2-*2---13OUT)
-%-%-%2%4%2%-%*%2%-%*%2%-%-%-%1%1%

*1231915323238432421364074NET: Satisfied
100%40%24%25%48%29%33%45%33%12%45%28%63%24%31%34%34%

a

--1*28104106417*-11621NET: Dissatisfied
-%-%7%2%6%15%10%6%9%20%6%11%11%-%4%13%10%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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The staff being polite and courteous (QRM5. Thinking about contacting Royal Mail with a service query, request or complaint, and your experiences in the last six months, please rate Royal Mail on the
following aspects)
Base: All respondents who have experienced a problem with their service from Royal Mail in the last 6 months

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cbaba*ba*e*d*c*baSignificance Level: 95%
-701533418918205891920102223Unweighted total
-781404017926192411172399218Weighted total

-171717--2418Very Dissatisfied
-%2%5%4%4%5%4%-%-%14%16%1%4%

-49-13-13-**2513Fairly Dissatisfied
-%5%6%-%7%-%7%-%2%3%10%5%6%

Neither Satisfied Nor
-755739*21*811Dissatisfied
-%8%3%12%4%10%5%6%15%3%*%8%5%

-22211133835-44*2544Fairly Satisfied
-%29%15%27%18%31%18%-%37%23%1%26%20%

a

-426129-3014111230Very Satisfied
-%6%18%4%16%-%16%38%35%6%4%12%14%

b

Have not Contacted / Not
Applicable (DO NOT READ

-3871218814952191546109OUT)
-%49%51%53%49%54%50%56%11%51%67%47%50%

Don't Know (DO NOT READ
-12*2-3--**23OUT)
-%1%1%1%1%-%1%-%-%1%2%2%1%

-2747126286618513774NET: Satisfied
-%34%34%31%35%31%34%38%72%29%5%38%34%

-516120120-*36621NET: Dissatisfied
-%7%11%4%11%5%10%-%2%16%26%6%10%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c
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The staff being polite and courteous (QRM5. Thinking about contacting Royal Mail with a service query, request or complaint, and your experiences in the last six months, please rate Royal Mail on the
following aspects)
Base: All respondents who have experienced a problem with their service from Royal Mail in the last 6 months

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
40217107722841657483126216162210924089223Unweighted total
35215105663851547383123210149202844189218Weighted total

-84--724178785228Very Dissatisfied
-%4%4%-%-%8%1%6%1%5%4%4%4%6%4%2%4%

cgg

-1365-37571137113*1013Fairly Dissatisfied
-%6%6%8%-%3%5%7%8%1%6%5%5%4%1%11%6%

ddddddb

Neither Satisfied Nor
3108335644988813711Dissatisfied
8%5%8%4%94%6%4%5%5%8%4%5%4%1%8%8%5%

cc

7423418*15351619334134372561144Fairly Satisfied
20%20%32%27%6%18%23%21%23%27%20%23%18%30%14%13%20%

ba

530168-1220131211302430147930Very Satisfied
15%14%15%11%-%14%13%18%14%9%14%16%15%17%17%10%14%

Have not Contacted / Not
Applicable (DO NOT READ

201093632-428130406010767105362349109OUT)
56%51%35%48%-%49%52%41%49%49%51%45%52%43%55%55%50%

aa

Don't Know (DO NOT READ
-311-23212333*113OUT)
-%1%1%1%-%2%2%2%1%2%1%2%1%1%1%2%1%

12725026*275528304471586739132174NET: Satisfied
36%34%47%39%6%32%36%39%37%36%34%39%33%46%30%23%34%

ba

-21105-99977211419821121NET: Dissatisfied
-%10%10%8%-%11%6%13%9%6%10%9%9%9%5%13%10%

cc
Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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The staff being polite and courteous (QRM5. Thinking about contacting Royal Mail with a service query, request or complaint, and your experiences in the last six months, please rate Royal Mail on the
following aspects)
Base: All respondents who have experienced a problem with their service from Royal Mail in the last 6 months

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbac*b*abaSignificance Level: 95%
321543746214152-220189219204217196616152175223Unweighted total
301484032207147-217182214197213194613135165218Weighted total

-26285-848884-*378Very Dissatisfied
-%2%15%5%4%4%-%4%2%4%4%4%2%-%3%2%4%4%

bc

111**1110-1381181113--81013Fairly Dissatisfied
4%8%1%1%5%7%-%6%4%5%4%5%7%-%-%6%6%6%

Neither Satisfied Nor
38-3119-111111111110*241011Dissatisfied

10%6%-%10%5%6%-%5%6%5%6%5%5%4%15%3%6%5%

532754035-433842374240-4263244Fairly Satisfied
16%21%17%15%19%23%-%20%21%20%19%20%21%-%30%19%19%20%

222742822-30243029302822162430Very Satisfied
6%15%17%12%14%15%-%14%13%14%14%14%14%27%17%12%15%14%

Have not Contacted / Not
Applicable (DO NOT READ

1773191810766-1089510910110998457780109OUT)
58%49%48%57%52%45%-%50%52%51%51%51%50%69%36%57%48%50%

Don't Know (DO NOT READ
2*1-21-333332--133OUT)
6%*%2%-%1%1%-%1%1%1%1%1%1%-%-%1%2%1%

b

7531496856-74627366726726425674NET: Satisfied
23%36%34%27%33%38%-%34%34%34%33%34%35%27%46%31%34%34%

114621915-211219161917-*111721NET: Dissatisfied
4%9%16%7%9%10%-%10%7%9%8%9%9%-%3%8%10%10%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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The staff being polite and courteous (QRM5. Thinking about contacting Royal Mail with a service query, request or complaint, and your experiences in the last six months, please rate Royal Mail on the
following aspects)
Base: All respondents who have experienced a problem with their service from Royal Mail in the last 6 months

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

b*a*baba*babac*b*aSignificance Level: 95%
3814-223401216217731501692529223Unweighted total
4313-218461146213781401632728218Weighted total

-1-86--8-81628Very Dissatisfied
-%9%-%4%13%-%-%4%-%6%*%22%6%4%

ab

4*-1382-132119-413Fairly Dissatisfied
8%4%-%6%17%2%-%6%3%8%6%-%13%6%

a

Neither Satisfied Nor
22-1143-11749*211Dissatisfied
4%14%-%5%9%2%-%5%9%3%6%*%7%5%

a

17--441620-442023347344Fairly Satisfied
39%-%-%20%35%17%-%21%26%17%21%26%11%20%

a

3*-302212291812223530Very Satisfied
7%2%-%14%5%19%29%13%23%9%14%10%18%14%

ba

Have not Contacted / Not
Applicable (DO NOT READ

179-109106641053179861113109OUT)
40%71%-%50%21%58%71%50%39%56%53%41%44%50%

bb

Don't Know (DO NOT READ
1--3-2-3-32-*3OUT)
2%-%-%1%-%1%-%1%-%2%1%-%2%1%

20*-74184127238365610874NET: Satisfied
46%2%-%34%40%36%29%34%49%26%34%36%29%34%

a

42-21142-21219106521NET: Dissatisfied
8%13%-%10%30%2%-%10%3%13%6%22%19%10%

ab
Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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The staff being polite and courteous (QRM5. Thinking about contacting Royal Mail with a service query, request or complaint, and your experiences in the last six months, please rate Royal Mail on the
following aspects)
Base: All respondents who have experienced a problem with their service from Royal Mail in the last 6 months

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthMonthother main provider

DecNovOctJunMayAprMarFebJanDissatisfiedSatisfiedTOTAL

*c*bac*b*a*cb*a*baSignificance Level: 95%
25263445167143620146223Unweighted total
28323148147172219248218Weighted total

2-33---*--18Very Dissatisfied
9%-%9%6%-%-%-%1%-%-%2%4%

34-4---*2-213Fairly Dissatisfied
9%11%-%8%-%-%-%2%13%-%3%6%

Neither Satisfied Nor
-**7*--3*-411Dissatisfied
-%1%1%15%3%-%-%15%1%-%7%5%

99*10*1373-1744Fairly Satisfied
34%29%1%20%1%17%18%32%16%-%35%20%

17561414*-330Very Satisfied
5%23%17%13%5%54%6%18%1%-%6%14%

Have not Contacted / Not
Applicable (DO NOT READ

1211221713212713221109OUT)
43%36%72%36%90%30%69%30%68%100%44%50%

Don't Know (DO NOT READ
---*--1**-13OUT)
-%-%-%1%-%-%7%2%2%-%2%1%

1117616154113-2074NET: Satisfied
39%52%18%34%6%70%24%50%17%-%41%34%

5437---12-321NET: Dissatisfied
18%11%9%14%-%-%-%3%13%-%6%10%

Columns Tested: a,b - a,b,c - a,b,c - a,b,c
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The staff being polite and courteous (QRM5. Thinking about contacting Royal Mail with a service query, request or complaint, and your experiences in the last six months, please rate Royal Mail on the
following aspects)
Base: All respondents who have experienced a problem with their service from Royal Mail in the last 6 months

Produced by OLR
OFC1885
Issue date: 18/01/16



Aspects
The staff beingProfessionalism and handling

polite and courteousof any query / complaint

baSignificance Level: 95%
223223Unweighted total
218218Weighted total

820Very Dissatisfied
4%9%

b

1323Fairly Dissatisfied
6%11%

Neither Satisfied Nor
1124Dissatisfied

5%11%

b

4426Fairly Satisfied
20%12%

a

308Very Satisfied
14%4%

a

Have not Contacted / Not
Applicable (DO NOT READ

109114OUT)
50%52%

Don't Know (DO NOT READ
33OUT)
1%1%

7434NET: Satisfied
34%15%

a

2143NET: Dissatisfied
10%20%

b
Columns Tested: a,b
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QRM5. SUMMARY. Thinking about contacting Royal Mail with a service query, request or complaint, and your experiences in the last six months, please rate Royal Mail on the following aspects ...
Base: All respondents who have experienced a problem with their service from Royal Mail in the last 6 months

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
6911131611691085974109Unweighted total
894561172211642054104Weighted total

171111-9**132-20Very Dissatisfied
19%24%17%19%12%-%43%3%4%29%13%31%-%19%

22-112252*17*223Fairly Dissatisfied
25%-%13%9%21%25%23%22%3%36%36%3%47%22%

Neither Satisfied Nor
221*14352213*224Dissatisfied
24%24%9%24%32%45%23%22%28%35%14%4%47%23%

21*2232352-51*26Fairly Satisfied
24%11%44%32%24%28%12%50%43%-%24%28%5%25%

62*-1*----32-8Very Satisfied
6%41%9%-%11%3%-%-%-%-%14%31%-%8%

Have not Contacted / Not
Applicable (DO NOT READ

--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
2-*1---*1--*-3OUT)
2%-%9%16%-%-%-%2%22%-%-%3%-%3%

2723242352-73*34NET: Satisfied
30%52%52%32%34%30%12%50%43%-%37%59%5%32%

3912242153*3102243NET: Dissatisfied
44%24%31%29%34%25%65%26%7%65%49%34%47%41%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QRM5. Thinking about contacting Royal Mail with a service query, request or complaint, and your experiences in the last six months, please rate
Royal Mail on the following aspects)
Base: All respondents who have experienced a problem with their service from Royal Mail in the last 6 months excluding have not contacted / not applicable

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

bae*d*c*bag*f*e*d*c*b*aSignificance Level: 95%
6346311041778488207-148109Unweighted total
5351521399469174-157104Weighted total

1281*-119103*--5120Very Dissatisfied
23%15%25%19%-%37%19%23%33%2%-%-%32%18%19%

9141***22856--3*23Fairly Dissatisfied
18%27%17%22%24%12%23%18%58%32%-%-%20%7%22%

Neither Satisfied Nor
1691*-1236*81-3224Dissatisfied
29%17%22%20%-%29%23%14%2%48%33%-%21%28%23%

10161**12516121-2226Fairly Satisfied
18%32%23%10%53%23%25%36%7%13%15%-%14%25%25%

44**--84-**-218Very Satisfied
7%8%7%20%-%-%8%8%-%2%11%-%12%22%8%

Have not Contacted / Not
Applicable (DO NOT READ

---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
2****-31-*2-*-3OUT)
5%1%7%10%23%-%3%1%-%3%41%-%1%-%3%

142021*13220131-4334NET: Satisfied
26%40%29%30%53%23%33%44%7%16%26%-%26%47%32%

222221*1411986--8243NET: Dissatisfied
41%42%42%41%24%49%41%41%91%34%-%-%52%25%41%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QRM5. Thinking about contacting Royal Mail with a service query, request or complaint, and your experiences in the last six months, please rate
Royal Mail on the following aspects)
Base: All respondents who have experienced a problem with their service from Royal Mail in the last 6 months excluding have not contacted / not applicable

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*bacb*aba*d*c*baSignificance Level: 95%
11087252532534975356971139109Unweighted total
*2332527423955103965231155104Weighted total

-1*133119659111*11420Very Dissatisfied
-%52%13%25%12%13%26%23%10%54%23%17%50%8%10%26%19%

-*2*4810716*7161-31423Fairly Dissatisfied
-%5%48%16%15%28%23%19%28%4%19%25%29%-%27%26%22%

Neither Satisfied Nor
*11*489915-915*13924Dissatisfied

100%26%19%14%17%30%20%24%27%-%24%23%10%23%30%16%23%

-**-9511111141115-231426Fairly Satisfied
-%9%7%-%37%19%26%28%20%37%28%23%-%69%29%26%25%

-**131225*25*-*38Very Satisfied
-%8%13%40%11%6%4%6%9%4%6%8%11%-%4%5%8%

Have not Contacted / Not
Applicable (DO NOT READ

-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
---*21-*3-*3---13OUT)
-%-%-%6%7%3%-%*%5%-%*%4%-%-%-%2%3%

-*1112713131641320*231734NET: Satisfied
-%17%20%40%48%25%30%34%29%42%34%31%11%69%33%31%32%

-121711211621616271*42843NET: Dissatisfied
-%57%61%40%27%41%50%41%38%58%41%41%79%8%37%52%41%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QRM5. Thinking about contacting Royal Mail with a service query, request or complaint, and your experiences in the last six months, please rate
Royal Mail on the following aspects)
Base: All respondents who have experienced a problem with their service from Royal Mail in the last 6 months excluding have not contacted / not applicable

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cba*ba*ba*e*d*c*baSignificance Level: 95%
-3574189181015814849109Unweighted total
-37671986129221011848104Weighted total

-6144164161-54420Very Dissatisfied
-%16%21%21%19%30%18%40%-%46%53%9%19%

-1310717122*5-21223Fairly Dissatisfied
-%35%15%36%19%10%24%7%48%-%32%24%22%

a

Neither Satisfied Nor
-915420420145-1224Dissatisfied
-%24%23%24%23%35%22%53%39%41%-%24%23%

-719323323-11*1626Fairly Satisfied
-%18%28%17%27%26%25%-%12%8%2%34%25%

-17-8-8--**38Very Satisfied
-%3%10%-%9%-%9%-%-%4%6%6%8%

Have not Contacted / Not
Applicable (DO NOT READ

-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
-12*3-3--**23OUT)
-%2%3%2%3%-%3%-%-%1%6%4%3%

-826331331-1111934NET: Satisfied
-%22%38%17%36%26%33%-%12%12%8%39%32%

-1924113353815561643NET: Dissatisfied
-%51%36%57%38%40%42%47%48%46%86%33%41%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QRM5. Thinking about contacting Royal Mail with a service query, request or complaint, and your experiences in the last six months, please rate
Royal Mail on the following aspects)
Base: All respondents who have experienced a problem with their service from Royal Mail in the last 6 months excluding have not contacted / not applicable

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*cbac*bagfedcbac*baSignificance Level: 95%
2010665362468145427010686102512037109Unweighted total
151046731345704537631017995511735104Weighted total

219133-11611514201520105520Very Dissatisfied
10%19%19%9%-%25%9%25%14%22%19%20%21%19%28%15%19%

gggg

323168-111910812221619841223Fairly Dissatisfied
20%23%24%25%-%25%27%21%20%19%21%21%20%16%20%33%22%

Neither Satisfied Nor
424155313201210192318191321024Dissatisfied

24%24%22%16%94%30%29%27%27%31%23%23%20%26%9%28%23%

6251513*51551013261926145526Fairly Satisfied
40%25%23%43%6%11%21%11%25%22%26%24%27%27%31%14%25%

aff

1881-375438785118Very Satisfied
6%8%11%4%-%6%10%12%10%4%8%9%8%10%8%4%8%

Have not Contacted / Not
Applicable (DO NOT READ

-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
-311-232123331113OUT)
-%3%2%3%-%4%4%4%3%3%3%4%3%2%3%4%3%

7332315*722101316342634197734NET: Satisfied
46%32%34%47%6%17%31%23%36%26%33%33%36%37%39%19%32%

a

5432911-22252113254132391881743NET: Dissatisfied
30%41%43%35%-%50%36%46%34%40%41%41%41%35%48%49%41%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QRM5. Thinking about contacting Royal Mail with a service query, request or complaint, and your experiences in the last six months, please rate
Royal Mail on the following aspects)
Base: All respondents who have experienced a problem with their service from Royal Mail in the last 6 months excluding have not contacted / not applicable

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*cb*a*cba*fedcbac*b*abaSignificance Level: 95%
1571232210277-10890107100106923117088109Unweighted total
136923149779-104841029310191285884104Weighted total

410731713-201220172015-1131520Very Dissatisfied
30%14%28%22%18%17%-%19%14%19%18%19%16%-%17%22%18%19%

*20422118-231821192122-2132323Fairly Dissatisfied
2%29%16%12%22%23%-%22%22%21%20%20%24%-%20%22%27%22%

Neither Satisfied Nor
317542419-24232422242123121924Dissatisfied

24%24%20%31%25%24%-%23%27%24%23%24%23%88%33%20%23%23%

417642421-262126252624*2131926Fairly Satisfied
28%24%24%28%24%26%-%25%24%25%27%26%26%12%25%22%22%25%

*62187-888887-*658Very Satisfied
3%9%7%7%8%8%-%8%9%8%9%8%8%-%5%10%6%8%

Have not Contacted / Not
Applicable (DO NOT READ

------------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
2*1-31-333332--233OUT)

13%*%5%-%3%1%-%3%3%3%3%3%3%-%-%3%4%3%

423753128-342834333431*3192434NET: Satisfied
31%33%31%35%33%35%-%32%34%33%35%33%34%12%30%32%28%32%

4291053831-433141364037-3263843NET: Dissatisfied
31%42%44%34%39%40%-%41%36%40%38%40%40%-%37%44%45%41%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QRM5. Thinking about contacting Royal Mail with a service query, request or complaint, and your experiences in the last six months, please rate
Royal Mail on the following aspects)
Base: All respondents who have experienced a problem with their service from Royal Mail in the last 6 months excluding have not contacted / not applicable

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*ba*ba*babac*b*aSignificance Level: 95%
206-109285021074267831412109Unweighted total
234-104334621034856741515104Weighted total

41-20131-2031799220Very Dissatisfied
19%32%-%19%41%3%-%19%7%30%12%59%13%19%

b

102-2395-231113163423Fairly Dissatisfied
44%47%-%22%27%12%-%23%22%23%22%18%28%22%

Neither Satisfied Nor
41-24615-241411173424Dissatisfied

17%21%-%23%18%33%-%24%28%19%23%20%29%23%

3--26416224141222*426Fairly Satisfied
12%-%-%25%13%34%100%24%30%21%29%1%27%25%

1--8*7-8628*-8Very Satisfied
5%-%-%8%1%15%-%8%12%3%10%1%-%8%

Have not Contacted / Not
Applicable (DO NOT READ

--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
1--3-2-3*33-*3OUT)
4%-%-%3%-%3%-%3%1%4%3%-%3%3%

4--34523232201429*434NET: Satisfied
17%-%-%32%14%49%100%31%42%24%40%2%27%32%

153-43227-4314292512643NET: Dissatisfied
62%79%-%41%68%15%-%42%29%52%34%77%41%41%

b
Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QRM5. Thinking about contacting Royal Mail with a service query, request or complaint, and your experiences in the last six months, please rate
Royal Mail on the following aspects)
Base: All respondents who have experienced a problem with their service from Royal Mail in the last 6 months excluding have not contacted / not applicable

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthMonthother main provider

DecNovOctJunMayAprMarFebJanDissatisfiedSatisfiedTOTAL

*c*b*a*c*b*a*c*b*a*b*aSignificance Level: 95%
131615214372010-24109Unweighted total
16191125155166-25104Weighted total

3535*--4*-620Very Dissatisfied
22%24%27%19%8%-%-%24%5%-%22%19%

7*-4*1-55-923Fairly Dissatisfied
48%1%-%18%37%24%-%32%78%-%38%22%

Neither Satisfied Nor
4548---31-524Dissatisfied

25%24%37%33%-%-%-%20%9%-%19%23%

*836*-43*-326Fairly Satisfied
3%43%28%26%17%-%74%21%3%-%11%25%

-211*4*---18Very Satisfied
-%9%8%3%37%76%3%-%-%-%5%8%

Have not Contacted / Not
Applicable (DO NOT READ

------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
*--*--1**-13OUT)
3%-%-%2%-%-%23%3%6%-%4%3%

*10471443*-434NET: Satisfied
3%51%36%29%55%76%77%21%3%-%16%32%

1153911-95-1543NET: Dissatisfied
70%25%27%36%45%24%-%55%83%-%61%41%

Columns Tested: a,b - a,b,c - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QRM5. Thinking about contacting Royal Mail with a service query, request or complaint, and your experiences in the last six months, please rate
Royal Mail on the following aspects)
Base: All respondents who have experienced a problem with their service from Royal Mail in the last 6 months excluding have not contacted / not applicable

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
72111417126101095974114Unweighted total
93456137258842054109Weighted total

8-*---5*-1-2-8Very Dissatisfied
8%-%8%-%-%-%19%2%-%29%-%31%-%8%

12*--1-3-1*7--13Fairly Dissatisfied
13%11%-%-%10%-%11%-%16%6%36%-%-%12%

Neither Satisfied Nor
11-*132-*-13*211Dissatisfied
11%-%2%10%23%25%-%2%-%30%14%3%53%10%

40121451583*32244Fairly Satisfied
43%21%36%14%29%73%60%91%35%4%13%31%47%40%

213345*3*3172-30Very Satisfied
22%67%53%61%39%3%11%2%33%30%37%31%-%28%

Have not Contacted / Not
Applicable (DO NOT READ

--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
2--1---*1--*-3OUT)
2%-%-%14%-%-%-%2%16%-%-%3%-%2%

614559518851103274NET: Satisfied
65%89%90%75%68%75%70%94%68%35%50%63%47%68%

20**-1-7*1172-21NET: Dissatisfied
22%11%8%-%10%-%30%2%16%35%36%31%-%19%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QRM5. Thinking about contacting Royal Mail with a service query, request or complaint, and your experiences in the last six months, please rate Royal Mail on the
following aspects)
Base: All respondents who have experienced a problem with their service from Royal Mail in the last 6 months excluding have not contacted / not applicable

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

bae*d*c*bag*f*e*d*c*b*aSignificance Level: 95%
6549329518825082172148114Unweighted total
555452131044791744157109Weighted total

72*--*822---318Very Dissatisfied
12%3%3%-%-%6%8%4%27%-%-%-%17%18%8%

310**--13932----13Fairly Dissatisfied
5%19%4%15%-%-%12%18%31%10%-%-%-%-%12%

b

Neither Satisfied Nor
561*-1103-2--2211Dissatisfied

10%11%25%22%-%33%10%7%-%13%-%-%11%25%10%

a

20232*11422039145-44Fairly Satisfied
37%43%37%11%80%38%40%42%36%55%15%100%35%-%40%

171311-12913132-5430Very Satisfied
32%24%24%40%-%22%28%28%6%19%44%-%36%56%28%

Have not Contacted / Not
Applicable (DO NOT READ

---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
2****-2*-*2-*-3OUT)
4%1%7%11%20%-%2%*%-%3%41%-%1%-%2%

3836311271334122411474NET: Satisfied
69%67%61%52%80%60%68%70%42%74%59%100%71%56%68%

912**-*211152--3121NET: Dissatisfied
17%22%8%15%-%6%20%23%58%10%-%-%17%18%19%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QRM5. Thinking about contacting Royal Mail with a service query, request or complaint, and your experiences in the last six months, please rate Royal Mail on the
following aspects)
Base: All respondents who have experienced a problem with their service from Royal Mail in the last 6 months excluding have not contacted / not applicable

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*bacb*aba*d*c*baSignificance Level: 95%
1987252637535385361971141114Unweighted total
*2332327493959113970231157109Weighted total

---*23343244--*58Very Dissatisfied
-%-%-%6%10%11%6%10%5%15%10%6%-%-%2%8%8%

--1--57175112*-*1113Fairly Dissatisfied
-%-%21%-%-%19%15%2%13%44%2%18%13%-%4%19%12%

cb

Neither Satisfied Nor
-1*-*3838*39*-4*11Dissatisfied
-%28%7%-%1%11%15%7%14%4%7%13%10%-%41%1%10%

-11*126232024-202413*2444Fairly Satisfied
-%30%18%16%50%23%46%50%41%-%50%34%45%96%2%43%40%

*1227991214412181*51530Very Satisfied
100%43%54%73%32%33%18%32%24%37%32%26%32%4%51%27%28%

Have not Contacted / Not
Applicable (DO NOT READ

-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
---*11-*2-*2---13OUT)
-%-%-%6%6%3%-%*%4%-%*%3%-%-%-%2%2%

*1231915323238432421364074NET: Satisfied
100%72%72%88%83%56%64%82%64%37%82%60%77%100%53%70%68%

ba

--1*28104106417*-11621NET: Dissatisfied
-%-%21%6%10%30%20%11%17%59%11%24%13%-%6%28%19%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QRM5. Thinking about contacting Royal Mail with a service query, request or complaint, and your experiences in the last six months, please rate Royal Mail on the
following aspects)
Base: All respondents who have experienced a problem with their service from Royal Mail in the last 6 months excluding have not contacted / not applicable

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cba*ba*ba*e*d*c*baSignificance Level: 95%
-3579189681065812853114Unweighted total
-4069199012972109853109Weighted total

-171717--2418Very Dissatisfied
-%4%10%7%8%10%7%-%-%27%47%1%8%

-49-13-13-**2513Fairly Dissatisfied
-%10%13%-%14%-%13%-%2%5%31%10%12%

Neither Satisfied Nor
-755739*21*811Dissatisfied
-%16%7%25%7%22%9%14%16%7%1%15%10%

-22211133835-44*2544Fairly Satisfied
-%56%31%57%36%68%37%-%42%47%2%48%40%

a

-426129-3014111230Very Satisfied
-%11%37%8%32%-%31%86%40%12%12%22%28%

b

Have not Contacted / Not
Applicable (DO NOT READ

-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
-12*2-3--**23OUT)
-%2%2%2%2%-%3%-%-%2%6%4%2%

-2747126286618513774NET: Satisfied
-%68%68%65%68%68%68%86%81%58%14%70%68%

-516120120-*36621NET: Dissatisfied
-%14%23%7%22%10%21%-%2%33%78%11%19%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c
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The staff being polite and courteous (QRM5. Thinking about contacting Royal Mail with a service query, request or complaint, and your experiences in the last six months, please rate Royal Mail on the
following aspects)
Base: All respondents who have experienced a problem with their service from Royal Mail in the last 6 months excluding have not contacted / not applicable

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*cbac*bagfedcbac*baSignificance Level: 95%
2010965392458544456910987105492143114Unweighted total
151066934343734342631038197481941109Weighted total

-84--724178785228Very Dissatisfied
-%8%6%-%-%15%2%10%1%10%8%8%8%10%10%4%8%

cg

-1365-37571137113*1013Fairly Dissatisfied
-%12%8%15%-%7%10%12%16%1%13%9%11%7%1%24%12%

ddddddc

Neither Satisfied Nor
3108335644988813711Dissatisfied

19%9%12%8%94%12%9%9%9%15%8%10%9%1%19%18%10%

c

7423418*15351619334134372561144Fairly Satisfied
46%40%49%52%6%36%48%36%44%53%40%42%38%52%30%28%40%

a

530168-1220131211302430147930Very Satisfied
35%29%23%22%-%27%28%30%28%17%29%29%31%29%37%23%28%

d

Have not Contacted / Not
Applicable (DO NOT READ

-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
-311-23212333*113OUT)
-%2%1%2%-%4%3%4%1%3%2%3%3%1%3%4%2%

12725026*275528304471586739132174NET: Satisfied
81%68%72%75%6%62%76%66%72%70%69%71%69%82%67%51%68%

a

-21105-99977211419821121NET: Dissatisfied
-%20%15%15%-%22%12%22%17%12%20%17%19%16%11%28%19%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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Table 73  (continuation)                                                                                                                                                                        Page 784

The staff being polite and courteous (QRM5. Thinking about contacting Royal Mail with a service query, request or complaint, and your experiences in the last six months, please rate Royal Mail on the
following aspects)
Base: All respondents who have experienced a problem with their service from Royal Mail in the last 6 months excluding have not contacted / not applicable

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*cb*a*cba*fedcbac*b*abaSignificance Level: 95%
1577222110679-11294111103110973117191114Unweighted total
1375211410081-109881059610596285885109Weighted total

-26285-848884-*378Very Dissatisfied
-%3%28%12%8%6%-%8%5%8%9%8%4%-%5%5%8%8%

111**1110-1381181113--81013Fairly Dissatisfied
9%15%2%3%11%12%-%12%9%10%9%10%13%-%-%14%12%12%

Neither Satisfied Nor
38-3119-111111111110*241011Dissatisfied

23%11%-%23%11%11%-%10%13%11%12%11%10%12%23%7%11%10%

532754035-433842374240-4263244Fairly Satisfied
39%42%33%35%40%43%-%40%44%40%39%40%41%-%46%44%37%40%

222742822-30243029302822162430Very Satisfied
15%29%33%27%28%27%-%28%27%29%30%29%29%88%26%28%29%28%

Have not Contacted / Not
Applicable (DO NOT READ

------------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
2*1-21-333332--133OUT)

13%*%3%-%2%1%-%2%3%2%3%2%2%-%-%2%3%2%

7531496856-74627366726726425674NET: Satisfied
54%71%66%62%68%69%-%68%71%69%69%69%70%88%72%72%66%68%

114621915-211219161917-*111721NET: Dissatisfied
9%18%31%15%19%19%-%19%14%18%17%18%18%-%5%19%20%19%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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The staff being polite and courteous (QRM5. Thinking about contacting Royal Mail with a service query, request or complaint, and your experiences in the last six months, please rate Royal Mail on the
following aspects)
Base: All respondents who have experienced a problem with their service from Royal Mail in the last 6 months excluding have not contacted / not applicable

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*baba*babac*b*aSignificance Level: 95%
206-114315221124470871413114Unweighted total
264-109364821074861771616109Weighted total

-1-86--8-81628Very Dissatisfied
-%32%-%8%16%-%-%8%-%13%1%38%10%8%

ab

4*-1382-132119-413Fairly Dissatisfied
14%13%-%12%22%5%-%12%5%17%12%-%23%12%

a

Neither Satisfied Nor
22-1143-11749*211Dissatisfied
7%49%-%10%11%6%-%11%15%7%12%1%12%10%

17--441620-442023347344Fairly Satisfied
65%-%-%40%44%42%-%41%42%38%43%44%19%40%

3*-302212291812223530Very Satisfied
11%6%-%28%7%44%100%27%37%20%29%18%33%28%

b

Have not Contacted / Not
Applicable (DO NOT READ

--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
1--3-2-3-32-*3OUT)
3%-%-%2%-%3%-%2%-%4%3%-%3%2%

20*-74184127238365610874NET: Satisfied
76%6%-%68%51%86%100%67%80%59%72%62%52%68%

ba

42-21142-21219106521NET: Dissatisfied
14%45%-%19%38%5%-%20%5%31%13%38%33%19%

ab
Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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The staff being polite and courteous (QRM5. Thinking about contacting Royal Mail with a service query, request or complaint, and your experiences in the last six months, please rate Royal Mail on the
following aspects)
Base: All respondents who have experienced a problem with their service from Royal Mail in the last 6 months excluding have not contacted / not applicable

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthMonthother main provider

DecNovOctJunMayAprMarFebJanDissatisfiedSatisfiedTOTAL

*c*b*a*c*b*a*c*b*a*b*aSignificance Level: 95%
131714255372010-24114Unweighted total
1621930155166-27109Weighted total

2-33---*--18Very Dissatisfied
15%-%33%9%-%-%-%1%-%-%4%8%

34-4---*2-213Fairly Dissatisfied
16%17%-%13%-%-%-%3%39%-%6%12%

Neither Satisfied Nor
-**7*--3*-411Dissatisfied
-%2%2%23%32%-%-%21%2%-%13%10%

99*10*1373-1744Fairly Satisfied
60%46%4%32%15%24%56%46%51%-%62%40%

17561414*-330Very Satisfied
9%35%61%21%53%76%21%26%3%-%11%28%

Have not Contacted / Not
Applicable (DO NOT READ

------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
---*--1**-13OUT)
-%-%-%1%-%-%23%3%6%-%3%2%

1117616154113-2074NET: Satisfied
69%81%65%53%68%100%77%72%54%-%73%68%

5437---12-321NET: Dissatisfied
31%17%33%22%-%-%-%4%39%-%11%19%

Columns Tested: a,b - a,b,c - a,b,c - a,b,c
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The staff being polite and courteous (QRM5. Thinking about contacting Royal Mail with a service query, request or complaint, and your experiences in the last six months, please rate Royal Mail on the
following aspects)
Base: All respondents who have experienced a problem with their service from Royal Mail in the last 6 months excluding have not contacted / not applicable

Produced by OLR
OFC1885
Issue date: 18/01/16



Aspects
The staff beingProfessionalism and handling

polite and courteousof any query / complaint

baSignificance Level: 95%
114109Unweighted total
109104Weighted total

820Very Dissatisfied
8%19%

b

1323Fairly Dissatisfied
12%22%

b

Neither Satisfied Nor
1124Dissatisfied
10%23%

b

4426Fairly Satisfied
40%25%

a

308Very Satisfied
28%8%

a

Have not Contacted / Not
Applicable (DO NOT READ

--OUT)
-%-%

Don't Know (DO NOT READ
33OUT)
2%3%

7434NET: Satisfied
68%32%

a

2143NET: Dissatisfied
19%41%

b
Columns Tested: a,b

Ofcom; Business Postal Tracker
Table 74                                                                                                                                                                                        Page 788

QRM5. SUMMARY. Thinking about contacting Royal Mail with a service query, request or complaint, and your experiences in the last six months, please rate Royal Mail on the following aspects ...
Base: All respondents who have experienced a problem with their service from Royal Mail in the last 6 months excluding have not contacted / not applicable

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkj*i*h*gf*e*d*cb*aSignificance Level: 95%
238395955292529302721203027391Unweighted total
337132220292764592822413532392Weighted total

5-1*--5------6Very low
1%-%4%2%-%-%7%-%-%-%-%-%-%2%

9-2---2---5-110Quite low
3%-%8%-%-%-%4%-%-%-%11%-%5%3%

jm

51122359104356656Neither low nor high
15%11%9%9%9%19%15%17%15%12%11%18%20%14%

1527982082627147151718176Quite high
45%57%40%43%69%30%40%47%49%30%36%48%57%45%

1194996142222101315126140Very high
35%32%39%46%21%51%34%37%37%57%35%34%19%36%

Don't Know (DO NOT READ
2---------2--2OUT)
1%-%-%-%-%-%-%-%-%-%6%-%-%1%

270111717262248492419292924317NET: High
80%89%79%89%91%81%74%83%85%88%71%82%76%81%

13-3*--7---5-116NET: Low
4%-%12%2%-%-%11%-%-%-%11%-%5%4%

jlm

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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The quality of the mail services provided by Royal Mail in the last 12 months (QRM6. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Royal Mail on each of the following
aspects:)
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

bae*d*cbag*fed*cbaSignificance Level: 95%
2131788518115630616118853453440391Unweighted total
19319916321037616024922933735392Weighted total

6-----612----26Very low
3%-%-%-%-%-%2%1%10%-%-%-%-%7%2%

aeg

47----1062**-1-10Quite low
2%3%-%-%-%-%3%3%10%*%1%-%4%-%3%

213531*253264131-7256Neither low nor high
11%18%20%26%18%18%14%16%18%14%5%-%20%6%14%

948272141697410431121117176Quite high
49%41%46%49%67%40%45%47%44%47%39%84%29%48%45%

677351*41355043516*1714140Very high
35%37%34%25%14%41%36%31%19%38%54%16%46%39%36%

g

Don't Know (DO NOT READ
-2----22------2OUT)
-%1%-%-%-%-%1%1%-%-%-%-%-%-%1%

1621551322830412415782732831317NET: High
84%78%80%74%82%82%81%78%63%85%93%100%76%87%81%

bg

107----1675**-1216NET: Low
5%3%-%-%-%-%4%4%20%*%1%-%4%7%4%

e
Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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The quality of the mail services provided by Royal Mail in the last 12 months (QRM6. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Royal Mail on each of the following
aspects:)
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*dcbacbaba*d*c*baSignificance Level: 95%
21017214673214941931049429772822170391Unweighted total
329174562243891951088930312016198392Weighted total

-*--23*32*33--156Very low
-%21%-%-%5%4%*%4%1%*%4%1%-%-%5%3%2%

aa

---1*1544246---710Quite low
-%-%-%9%1%1%2%4%2%2%4%2%-%-%-%3%3%

*12*7103619271119381443556Neither low nor high
16%42%25%3%15%15%15%21%14%10%21%12%70%23%22%18%14%

aa

2139192411046854546130*101075176Quite high
84%27%36%55%42%39%45%52%43%42%52%43%30%53%60%38%45%

-*4316259114774914126-2276140Very high
-%10%38%19%37%40%38%16%40%45%16%42%-%12%13%38%36%

ccb

Don't Know (DO NOT READ
---2---2--2--2--2OUT)
-%-%-%14%-%-%-%3%-%-%3%-%-%12%-%-%1%

ba

217123549201611629461256*1312151317NET: High
84%37%75%74%79%79%83%68%83%87%68%84%30%65%73%76%81%

ccb

-*-134676379--11216NET: Low
-%21%-%9%6%6%2%8%3%3%8%3%-%-%5%6%4%

a
Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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The quality of the mail services provided by Royal Mail in the last 12 months (QRM6. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Royal Mail on each of the following
aspects:)
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cbababa*e*d*c*baSignificance Level: 95%
-8330844347343571391221152391Unweighted total
-95296573344334811101632138392Weighted total

-*6-6-6*-2-36Very low
-%*%2%-%2%-%2%4%-%15%-%2%2%

-282828---2210Quite low
-%2%3%4%2%5%2%-%-%-%7%2%3%

-22341344849313142556Neither low nor high
-%23%12%22%13%18%14%25%14%18%42%18%14%

a

-4613031145271497861060176Quite high
-%48%44%54%43%62%43%68%72%37%32%44%45%

a

-22119121296134*12648140Very high
-%23%40%20%39%15%39%3%14%15%19%35%36%

bbb

Don't Know (DO NOT READ
-2--2-2--2--2OUT)
-%2%-%-%1%-%1%-%-%15%-%-%1%

a

-68249422743328389816108317NET: High
-%71%84%74%82%77%81%71%86%52%50%78%81%

b

-314214214*-22516NET: Low
-%3%5%4%4%5%4%4%-%15%7%4%4%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c
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The quality of the mail services provided by Royal Mail in the last 12 months (QRM6. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Royal Mail on each of the following
aspects:)
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
493741509811072619010016237223435910960220391Unweighted total
4237615584*1212461028416836820635111163216392Weighted total

*633-34*166666-*6Very low
1%2%2%3%-%2%1%*%1%3%2%3%2%5%-%*%2%

a

-1034-153538585-610Quite low
-%3%2%5%-%1%2%3%6%2%2%2%2%4%-%3%3%

8562516-293921153556365419112656Neither low nor high
20%15%16%19%-%24%16%21%18%21%15%18%15%17%18%12%14%

281656435*53107503973156921474230102176Quite high
65%44%41%42%100%44%43%49%46%43%42%45%42%38%49%47%45%

ab

41365826-339125235013964134372182140Very high
8%36%38%31%-%27%37%24%27%29%38%31%38%33%33%38%36%

ccfefef

Don't Know (DO NOT READ
222--2-2222222--2OUT)
6%1%2%-%-%2%-%2%3%1%1%1%1%2%-%-%1%

bgga

3130112261*8619874611222951562818051184317NET: High
74%80%79%73%100%71%81%73%73%73%80%76%80%72%82%85%81%

c

*1667-4946914111410-616NET: Low
1%4%4%8%-%3%4%4%7%5%4%5%4%9%-%3%4%

ab

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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The quality of the mail services provided by Royal Mail in the last 12 months (QRM6. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Royal Mail on each of the following
aspects:)
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbac*b*abaSignificance Level: 95%
4130841623772391376305384324383354523244302391Unweighted total
4429451563692282375286382308382350525239299392Weighted total

-33*63-636666--366Very low
-%1%5%1%2%1%-%2%1%2%2%2%2%-%-%1%2%2%

b

163-82-107107107-*5610Quite low
3%2%5%-%2%1%-%3%2%3%2%3%2%-%2%2%2%3%

9425125248-55485447544229405256Neither low nor high
21%14%10%22%14%21%-%15%17%14%15%14%12%43%38%17%18%14%

b

181332529170106-173131172141172156310101126176Quite high
41%45%50%53%46%46%-%46%46%45%46%45%45%57%42%42%42%45%

15108151413167212894138104138136-488107140Very high
35%37%29%25%35%29%100%34%33%36%34%36%39%-%18%37%36%36%

Don't Know (DO NOT READ
-2--22-222222--222OUT)
-%1%-%-%1%1%-%1%1%1%1%1%1%-%-%1%1%1%

3324040433011722302225310245309292315188233317NET: High
76%82%79%78%82%76%100%80%79%81%80%81%83%57%60%79%78%81%

196*145-161016131614-*81216NET: Low
3%3%11%1%4%2%-%4%4%4%4%4%4%-%2%4%4%4%

b
Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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The quality of the mail services provided by Royal Mail in the last 12 months (QRM6. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Royal Mail on each of the following
aspects:)
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

b*aba*ba*babac*baSignificance Level: 95%
44153068520305203711482433322533391Unweighted total
46143019026291243671352563222544392Weighted total

*-3332242442-6Very low
1%-%1%4%13%1%10%1%2%1%1%9%-%2%

2-*106*-101965-10Quite low
5%-%*%11%22%*%-%3%1%4%2%19%-%3%

b

13320361012-561640419756Neither low nor high
28%21%7%40%39%4%-%15%12%16%13%34%16%14%

b

179146302144916763114142331176Quite high
36%60%48%34%8%50%38%45%46%44%44%11%70%45%

ac

14*1328213213128538712876140Very high
30%2%44%9%9%45%52%35%39%34%40%27%14%36%

aa

Don't Know (DO NOT READ
-2-22--2-22--2OUT)
-%16%-%3%9%-%-%1%-%1%1%-%-%1%

b

309278394276222951162012701037317NET: High
66%63%92%43%17%95%90%80%86%78%84%38%84%81%

a

3-3139321431397-16NET: Low
6%-%1%15%34%1%10%4%2%5%3%28%-%4%

b
Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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The quality of the mail services provided by Royal Mail in the last 12 months (QRM6. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Royal Mail on each of the following
aspects:)
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
Monthother main provider

DecNovOctDissatisfiedSatisfiedTOTAL

cba*baSignificance Level: 95%
139110142347391Unweighted total
143131118448392Weighted total

6-*-*6Very low
4%-%*%-%1%2%

ab

46*-210Quite low
3%5%*%-%5%3%

a

221519-1656Neither low nor high
16%11%16%-%33%14%

666348417176Quite high
46%48%40%100%34%45%

454748-13140Very high
32%36%41%-%27%36%

Don't Know (DO NOT READ
--2--2OUT)
-%-%2%-%-%1%

11111095430317NET: High
78%84%81%100%62%81%

961-316NET: Low
6%5%1%-%6%4%

aa
Columns Tested: a,b - a,b,c
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Table 75  (continuation)                                                                                                                                                                        Page 796

The quality of the mail services provided by Royal Mail in the last 12 months (QRM6. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Royal Mail on each of the following
aspects:)
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
72713916415582768210689706399601185Unweighted total

102748605684921821888670132122721192Weighted total

682333512819816677Very low
7%5%5%5%3%6%7%5%2%12%6%13%9%6%

eijlefijklme

1213349220308723148132Quite low
12%7%6%7%10%2%11%16%9%9%18%11%12%11%

hkhhhjklhjklhh

351192117363671563018333834408Neither low nor high
34%40%35%30%43%40%39%30%34%26%25%31%47%34%

cdcdbcdfjm

324162321213461562924463616384Quite high
32%34%39%37%25%38%34%30%34%35%35%29%23%32%

aia

154791214121638181122177181Very high
15%14%15%21%17%13%9%20%21%16%17%14%10%15%

ggg

Don't Know (DO NOT READ
9-*-122-*1-2-9OUT)
1%-%1%-%2%2%1%-%*%2%-%1%-%1%

478233233354677944735685324566NET: High
47%48%53%58%42%51%42%50%54%50%51%43%33%47%

aaabgimaaaaa

1906771173239915313015209NET: Low
18%12%11%12%13%8%18%21%11%22%24%24%20%18%

hjkhjkhjkehjklehjklh
Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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The price of the postal services provided by Royal Mail in the last 12 months (QRM6. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Royal Mail on each of the following
aspects:)
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

baedcbagfed*cbaSignificance Level: 95%
67850728650551818994815427891161121191185Unweighted total
62157147893011454595930688161021191192Weighted total

45323*1274354171-6677Very low
7%6%6%6%7%5%6%8%7%6%1%-%6%5%6%

d

636961141265963011-1012132Quite low
10%12%13%9%17%12%11%13%10%10%12%-%10%10%11%

22718118231339014923953394346408Neither low nor high
37%32%38%29%33%43%34%32%40%31%37%56%42%39%34%

ae

18619911325374153181032573135384Quite high
30%35%23%38%23%18%33%33%31%33%29%42%30%29%32%

bebe

998292261726276018*1016181Very high
16%14%20%18%20%20%15%14%12%19%20%1%10%13%15%

bgb

Don't Know (DO NOT READ
18*--*91-2--239OUT)
*%1%1%-%-%2%1%*%-%1%-%-%2%2%1%

bg

285281205411546215251624374151566NET: High
46%49%42%56%43%38%48%47%43%53%49%44%40%43%47%

bbb

108101912520094104712-1719209NET: Low
17%18%18%15%24%18%17%21%17%15%14%-%16%16%18%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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The price of the postal services provided by Royal Mail in the last 12 months (QRM6. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Royal Mail on each of the following
aspects:)
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*gfedcbacbaba*dcbaSignificance Level: 95%
24261931462216032985863012988872981744751185Unweighted total
3163459142212709236619338236956559575781192Weighted total

2116712481634271660*353577Very low
84%4%2%9%5%6%7%7%5%8%7%6%7%5%9%6%6%

-25320217931782331101*7864132Quite low
-%11%16%5%14%10%11%13%13%7%13%11%6%12%14%11%11%

ddaa

*512194475249911891289131831916192408Neither low nor high
16%33%36%33%31%35%35%39%31%38%39%33%47%32%28%33%34%

bb

-712214872220692091076931612520185384Quite high
-%43%34%35%34%34%31%29%34%32%29%33%20%42%34%32%32%

-1410223110725107492515616899181Very high
-%5%12%18%16%14%15%11%17%15%11%16%20%9%14%17%15%

cb

Don't Know (DO NOT READ
-*---1733336--*49OUT)
-%3%-%-%-%1%1%1%*%1%1%1%-%-%*%1%1%

c

-8163171102326943151569447123128284566NET: High
-%48%46%53%50%48%46%40%51%46%40%49%39%51%49%49%47%

cb

236827331274711250471621101399209NET: Low
84%16%18%14%19%16%18%20%18%15%20%17%13%17%23%17%18%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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The price of the postal services provided by Royal Mail in the last 12 months (QRM6. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Royal Mail on each of the following
aspects:)
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cbababa*e*dcbaSignificance Level: 95%
-2749111281057841101282540614901185Unweighted total
-28690614610461001092242438624901192Weighted total

-1858106796723-62777Very low
-%6%6%7%6%9%6%8%11%-%9%6%6%

-45872310918115433967132Quite low
-%16%10%16%10%18%10%15%13%9%14%14%11%

aa

-92317493593137711121424168408Neither low nor high
-%32%35%34%34%31%35%46%49%37%40%34%34%

-862995033527357541320146384Quite high
-%30%33%34%32%27%33%22%15%35%32%30%32%

-421401216913168134382181Very high
-%15%15%8%16%13%15%6%12%12%5%17%15%

bb

Don't Know (DO NOT READ
-362727*-3--9OUT)
-%1%1%1%1%2%1%2%-%8%-%-%1%

ab

-1274386250440526771823228566NET: High
-%45%48%42%48%40%48%28%27%47%37%46%47%

-6414533176271826631495209NET: Low
-%22%16%23%17%27%17%24%24%9%23%19%18%

aa
Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c
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The price of the postal services provided by Royal Mail in the last 12 months (QRM6. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Royal Mail on each of the following
aspects:)
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
12911254132989335811255396515112172610933392036341185Unweighted total
10011254142866343785263360518111066510763242166381192Weighted total

127331173185315333573407321144177Very low
12%7%8%6%55%5%7%6%9%7%7%6%7%6%7%6%6%

bb

101264131*558835356712783123372765132Quite low
10%11%10%11%3%16%11%13%10%13%11%12%11%11%12%10%11%

c

2938214610611192579712518237322435810572229408Neither low nor high
29%34%35%37%23%35%33%37%35%35%34%34%33%33%33%36%34%

36368125891982647911515136423335411580187384Quite high
36%33%30%31%10%29%34%30%32%29%33%35%33%35%37%29%32%

da

111666643*49116335081163831594523109181Very high
11%15%16%15%8%14%15%13%14%16%15%12%15%14%10%17%15%

b

Don't Know (DO NOT READ
294--373239291179OUT)
2%1%1%-%-%1%1%1%1%1%1%*%1%*%1%1%1%

465341911321147380112165232528316513160102296566NET: High
47%47%46%46%18%43%48%43%46%45%48%47%48%49%47%46%47%

22200724737314150681022001231965841105209NET: Low
22%18%18%17%59%21%18%19%19%20%18%18%18%18%19%17%18%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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The price of the postal services provided by Royal Mail in the last 12 months (QRM6. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Royal Mail on each of the following
aspects:)
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbac*babaSignificance Level: 95%
115922144178114071341155933116110051151108316667749011185Unweighted total
11790716216411417016116292611669791157109317627398831192Weighted total

214511157645-775976587660-13565577Very low
18%5%7%9%7%6%-%7%6%7%6%7%5%-%21%8%6%6%

abc

1797181812678-1281081301151301205884105132Quite low
14%11%11%11%11%11%-%11%12%11%12%11%11%29%13%11%12%11%

423125551387248-401316397342392374224254307408Neither low nor high
36%34%34%31%34%35%-%34%34%34%35%34%34%11%38%34%35%34%

2230354623662236374297376318375355914246276384Quite high
19%33%34%38%32%32%100%32%32%32%32%32%33%52%22%33%31%32%

cc

121472217177104-1761411771401751751493135181Very high
11%16%13%10%16%15%-%15%15%15%14%15%16%9%6%13%15%15%

a

Don't Know (DO NOT READ
432294-759599--559OUT)
3%*%1%1%1%1%-%1%1%1%1%1%1%-%-%1%1%1%

b

34450767954332665504385534585505311017339411566NET: High
29%50%47%48%48%47%100%47%47%47%47%47%49%61%28%46%47%47%

cca

371422932202123-205167206173206180521141160209NET: Low
32%16%18%20%18%18%-%18%18%18%18%18%16%29%34%19%18%18%

abc
Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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The price of the postal services provided by Royal Mail in the last 12 months (QRM6. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Royal Mail on each of the following
aspects:)
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

bababababacbaSignificance Level: 95%
1614096222359960941091475710102166931185Unweighted total
161349742186893811110804687241022641011192Weighted total

735422143557219575911777Very low
5%8%6%10%20%4%4%7%4%8%6%17%7%6%

babc

2849636886141184290110713132Quite low
17%13%10%16%12%9%12%11%9%12%11%11%13%11%

b

50123248529304323761742343491938408Neither low nor high
31%35%33%39%43%32%29%35%37%32%34%30%38%34%

50103325312342353501562283391628384Quite high
31%29%34%24%18%36%31%32%33%31%33%26%28%32%

ab

2351592251662615573109159913181Very high
14%15%16%10%7%18%24%14%16%15%16%14%13%15%

aba

Don't Know (DO NOT READ
2-9*-6-9366229OUT)
1%-%1%*%-%1%-%1%1%1%1%3%2%1%

c

74154917517508615052293374982642566NET: High
46%44%50%34%25%54%55%47%49%46%49%40%41%47%

ab

357151582212118190611481691820209NET: Low
22%21%15%27%32%13%16%18%13%20%17%28%20%18%

babc
Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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The price of the postal services provided by Royal Mail in the last 12 months (QRM6. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Royal Mail on each of the following
aspects:)
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthMonthother main provider

DecNovOctJunMayAprMarFebJanDissatisfiedSatisfiedTOTAL

cbacbacba*baSignificance Level: 95%
139110142243955712216810941751185Unweighted total
143131118246975514016210061681192Weighted total

11111011421097-1077Very low
8%9%9%5%4%4%7%6%7%-%6%6%

1816825151212010425132Quite low
12%12%7%10%15%1%15%12%10%60%15%11%

aa

503633833533404949254408Neither low nor high
35%27%28%34%36%59%29%30%49%37%32%34%

bcbc

344644883213475821*55384Quite high
24%35%37%36%33%24%34%36%22%3%33%32%

caa

27222237106202512-22181Very high
19%17%19%15%10%11%14%16%12%-%13%15%

Don't Know (DO NOT READ
2-*12-2*1-29OUT)
2%-%*%1%2%-%1%*%1%-%1%1%

6168661254219678333*78566NET: High
43%52%56%51%43%35%48%52%33%3%46%47%

caaa

29271836193312916435209NET: Low
20%21%16%15%19%6%22%18%16%60%21%18%

a
Columns Tested: a,b - a,b,c - a,b,c - a,b,c
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The price of the postal services provided by Royal Mail in the last 12 months (QRM6. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Royal Mail on each of the following
aspects:)
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*ml*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
-143-----------143Unweighted total
-50-----------50Weighted total

-3-----------3Very good
-%6%-%-%-%-%-%-%-%-%-%-%-%6%

-10-----------10Fairly good
-%21%-%-%-%-%-%-%-%-%-%-%-%21%

-11-----------11Neither good nor poor
-%22%-%-%-%-%-%-%-%-%-%-%-%22%

-14-----------14Fairly poor
-%27%-%-%-%-%-%-%-%-%-%-%-%27%

-9-----------9Very poor
-%18%-%-%-%-%-%-%-%-%-%-%-%18%

-3-----------3Don't know
-%7%-%-%-%-%-%-%-%-%-%-%-%7%

-13-----------13NET: Good
-%26%-%-%-%-%-%-%-%-%-%-%-%26%

-23-----------23NET: Poor
-%45%-%-%-%-%-%-%-%-%-%-%-%45%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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QNI.  It currently costs 97p to send a standard letter from Northern Ireland to the Republic of Ireland.  How would you rate this service in terms of value for money?
Base: NI customers only

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

bae*d*c*bag*fe*d*c*b*aSignificance Level: 95%
9746405629103521039811815143Unweighted total
3515411346183143*5650Weighted total

21*-**31-2---*3Very good
6%6%5%-%17%4%6%3%-%13%-%-%-%7%6%

731*-19312-*1210Fairly good
21%21%28%42%-%31%20%19%33%18%-%100%24%29%21%

651-**105*31-1111Neither good nor poor
18%30%18%-%67%10%22%25%14%18%41%-%22%18%22%

113*--*136*31-1214Fairly poor
31%17%10%-%-%14%28%34%14%20%28%-%20%38%27%

e

631**18314*-1*9Very poor
17%19%34%58%15%34%17%14%22%28%14%-%18%8%18%

a

21*--*311*1-1-3Don't know
7%7%5%-%-%7%7%5%17%3%17%-%17%-%7%

941**112414-*1213NET: Good
26%27%33%42%17%35%26%22%33%31%-%100%24%36%26%

1752**1219171-2323NET: Poor
49%37%44%58%15%48%45%48%36%48%41%-%37%46%45%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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QNI.  It currently costs 97p to send a standard letter from Northern Ireland to the Republic of Ireland.  How would you rate this service in terms of value for money?
Base: NI customers only

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*bacbaba*d*c*baSignificance Level: 95%
161317172461436436431005111152143Unweighted total
*1466102314221414361242150Weighted total

----**2-21-3-*-23Very good
-%-%-%-%8%4%8%-%8%7%-%8%-%6%-%10%6%

**1121625328***310Fairly good
100%11%18%21%27%10%24%16%22%23%16%22%13%11%11%16%21%

-*1122535338111411Neither good nor poor
-%10%35%18%28%24%21%23%23%20%23%21%63%30%23%21%22%

--11137365311-*1614Fairly poor
-%-%15%17%25%32%29%18%28%33%18%30%-%6%25%30%27%

-11211443245**239Very poor
-%79%32%27%12%10%17%28%12%17%28%14%13%17%40%14%18%

ba

---1-2-21-21*1-23Don't know
-%-%-%17%-%20%-%13%7%-%13%4%11%30%-%8%7%

aa

**11217274211***613NET: Good
100%11%18%21%35%15%33%16%30%31%16%30%13%17%11%27%26%

-1222411797716**3923NET: Poor
-%79%47%44%37%42%46%47%41%50%47%44%13%23%65%44%45%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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QNI.  It currently costs 97p to send a standard letter from Northern Ireland to the Republic of Ireland.  How would you rate this service in terms of value for money?
Base: NI customers only

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*ba*ba*ba*e*d*c*baSignificance Level: 95%
3211181113171353-6747143Unweighted total
16424462471-231650Weighted total

--3-3-3----*3Very good
-%-%7%-%6%-%6%-%-%-%-%1%6%

-19110*101---210Fairly good
-%17%22%15%21%18%21%55%-%-%-%13%21%

-110*11*11--11311Neither good nor poor
-%16%24%3%24%4%23%-%-%44%33%21%22%

-112*13-14---1614Fairly poor
-%23%29%12%28%-%29%-%-%-%32%38%27%

-361818*-1149Very poor
-%44%15%32%17%24%18%45%-%33%19%27%18%

1-21212--***3Don't know
100%-%4%38%3%54%3%-%-%23%15%1%7%

-112113*131---213NET: Good
-%17%29%15%28%18%27%55%-%-%-%14%26%

-418221122*-111023NET: Poor
-%67%44%44%46%24%47%45%-%33%51%64%45%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
Table 77  (continuation)                                                                                                                                                                        Page 808

QNI.  It currently costs 97p to send a standard letter from Northern Ireland to the Republic of Ireland.  How would you rate this service in terms of value for money?
Base: NI customers only

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cba*c*bag*fedcbac*baSignificance Level: 95%
4313746273339726515413593134392082143Unweighted total
1448178113331017204730471472850Weighted total

-3-*--2-1-313*-23Very good
-%6%-%1%-%-%6%-%6%-%6%5%6%3%-%9%6%

41031*16133104921710Fairly good
27%20%19%11%31%11%19%14%16%14%20%15%20%17%13%25%21%

41142-483341181142511Neither good nor poor
27%22%25%20%-%29%23%32%21%22%23%25%23%27%27%19%22%

313331392461281232814Fairly poor
23%27%20%36%69%25%26%24%26%30%25%26%25%22%25%27%27%

3942-462569893239Very poor
19%19%24%30%-%28%18%21%28%29%19%25%19%22%34%12%18%

*32*-121113131*23Don't know
3%6%12%1%-%7%7%9%3%5%6%5%6%9%1%7%7%

41231*181431261231913NET: Good
27%26%19%13%31%11%25%14%22%14%27%19%26%20%13%34%26%

6227517155912211521641123NET: Poor
43%46%44%66%69%53%45%45%54%59%45%51%45%44%59%40%45%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
Table 77  (continuation)                                                                                                                                                                        Page 809

QNI.  It currently costs 97p to send a standard letter from Northern Ireland to the Republic of Ireland.  How would you rate this service in terms of value for money?
Base: NI customers only

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*cb*acba*fedcbac*b*abaSignificance Level: 95%
10122114513878-13910614112614012539104103143Unweighted total

3434164827-49374944494314363450Weighted total

-2**31-313232-*223Very good
-%6%12%1%6%5%-%6%4%6%6%6%6%-%12%6%6%6%

-915106-107109109*16810Fairly good
-%22%30%28%21%22%-%20%20%20%21%20%20%45%14%17%25%21%

110*4116-11711911101*9711Neither good nor poor
32%22%13%24%22%21%-%22%20%22%21%23%23%55%13%24%21%22%

212-4138-141114121312-2111014Fairly poor
58%27%-%23%26%28%-%27%29%27%28%27%27%-%48%29%28%27%

*81395-989899--769Very poor
10%18%29%21%18%19%-%18%22%17%18%18%21%-%-%21%18%18%

-31*31-323331-*113Don't know
-%6%16%3%7%5%-%7%5%7%7%7%2%-%13%3%3%7%

-1215137-13913121311*181013NET: Good
-%27%42%29%27%26%-%26%24%26%26%26%26%45%26%23%30%26%

219172113-221922202221-2181623NET: Poor
68%45%29%44%44%47%-%45%51%45%46%44%49%-%48%50%46%45%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
Table 77  (continuation)                                                                                                                                                                        Page 810

QNI.  It currently costs 97p to send a standard letter from Northern Ireland to the Republic of Ireland.  How would you rate this service in terms of value for money?
Base: NI customers only

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*ab*a*ba*babac*b*aSignificance Level: 95%
14411722212412131499413264143Unweighted total

514171435451733472150Weighted total

--3--2*2123-*3Very good
-%-%7%-%-%6%8%5%8%5%6%-%15%6%

1*91-928469*110Fairly good
11%9%22%19%-%22%41%18%25%18%19%21%71%21%

1-83-101104711*-11Neither good nor poor
20%-%19%44%-%22%17%23%25%21%23%10%-%22%

1-121-131134913*-14Fairly poor
17%-%30%18%-%30%17%28%25%28%28%23%-%27%

11811718278**9Very poor
28%52%19%18%100%17%18%18%12%21%18%23%15%18%

1*1*-1-3123*-3Don't know
25%39%4%1%-%3%-%7%6%7%6%23%-%7%

1*121-123116812*113NET: Good
11%9%29%19%-%27%49%24%33%23%25%21%85%26%

21203121221616221*23NET: Poor
45%52%49%36%100%47%34%46%37%49%46%46%15%45%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
Table 77  (continuation)                                                                                                                                                                        Page 811

QNI.  It currently costs 97p to send a standard letter from Northern Ireland to the Republic of Ireland.  How would you rate this service in terms of value for money?
Base: NI customers only

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthMonthother main provider

DecNovOctJunMayAprMarFebJanDissatisfiedSatisfiedTOTAL

*c*b*a*c*b*a*c*b*a*b*aSignificance Level: 95%
171013251613171913-16143Unweighted total

634964774-650Weighted total

-***1-**---3Very good
-%14%10%5%16%-%6%3%-%-%-%6%

1*1321111-110Fairly good
11%14%25%34%31%27%13%8%20%-%11%21%

1*2111112-111Neither good nor poor
25%14%53%14%17%15%16%20%39%-%18%22%

21*211321-114Fairly poor
32%21%10%18%25%24%39%33%36%-%15%27%

1**31*12*-29Very poor
25%4%2%29%9%11%19%29%6%-%33%18%

*1--*1**--13Don't know
8%32%-%-%2%24%6%7%-%-%23%7%

112431111-113NET: Good
11%29%35%39%47%27%19%11%20%-%11%26%

311521442-323NET: Poor
57%25%12%48%34%35%58%62%41%-%48%45%

Columns Tested: a,b - a,b,c - a,b,c - a,b,c

Ofcom; Business Postal Tracker
Table 77  (continuation)                                                                                                                                                                        Page 812

QNI.  It currently costs 97p to send a standard letter from Northern Ireland to the Republic of Ireland.  How would you rate this service in terms of value for money?
Base: NI customers only

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
201234-343222-26Unweighted total
26**13-572153-28Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
3--**-----2--3Dissatisfied

10%-%-%44%8%-%-%-%-%-%50%-%-%11%

17-*-2-57**-2-17Fairly Satisfied
64%-%100%-%84%-%100%98%23%12%-%53%-%61%

4*-1*--*11-1-5Very Satisfied
17%100%-%56%8%-%-%2%77%88%-%47%-%19%

Don't Know (DO NOT READ
2---------2--2OUT)
9%-%-%-%-%-%-%-%-%-%50%-%-%9%

21**13-5721-3-22NET: Satisfied
81%100%100%56%92%-%100%100%100%100%-%100%-%80%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
Table 78                                                                                                                                                                                        Page 813

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from DHL?
Base: All who use DHL and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
1511103251614-41-5126Unweighted total
141321*12617-41-3128Weighted total

---------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-3**--33------3Dissatisfied
-%23%13%35%-%-%11%17%-%-%-%-%-%-%11%

1071***1610-4--3-17Fairly Satisfied
72%50%55%29%100%56%62%59%-%89%-%-%92%-%61%

411*-*52-*1-*15Very Satisfied
28%10%32%37%-%44%19%10%-%11%100%-%8%100%19%

Don't Know (DO NOT READ
-2----22------2OUT)
-%18%-%-%-%-%9%14%-%-%-%-%-%-%9%

1481**12112-41-3122NET: Satisfied
100%60%87%65%100%100%80%69%-%100%100%-%100%100%80%

---------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
Table 78  (continuation)                                                                                                                                                                        Page 814

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from DHL?
Base: All who use DHL and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
-2133989143917272826Unweighted total
-**348124204424*921328Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-*---2**2**3---33Dissatisfied
-%56%-%-%-%29%4%6%12%11%6%12%-%-%-%22%11%

-*-*33111134116*42817Fairly Satisfied
-%44%-%4%68%34%93%19%64%89%19%68%100%43%78%65%61%

--**13*15-15-3*25Very Satisfied
-%-%100%9%32%37%4%16%24%-%16%20%-%30%22%13%19%

Don't Know (DO NOT READ
---2---2--2--2--2OUT)
-%-%-%88%-%-%-%59%-%-%59%-%-%26%-%-%9%

-***46121174121*721022NET: Satisfied
-%44%100%12%100%71%96%35%88%89%35%88%100%74%100%78%80%

-----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
Table 78  (continuation)                                                                                                                                                                        Page 815

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from DHL?
Base: All who use DHL and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
-26-1115719--621626Unweighted total
-28-1017424--4*1928Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-3--3-3---*33Dissatisfied
-%11%-%-%18%-%13%-%-%-%55%15%11%

-17-89215--1*1217Fairly Satisfied
-%61%-%79%51%40%65%-%-%32%45%61%61%

-5-2323--1-55Very Satisfied
-%19%-%21%18%60%13%-%-%15%-%24%19%

Don't Know (DO NOT READ
-2--2-2--2--2OUT)
-%9%-%-%14%-%10%-%-%53%-%-%9%

-22-1012418--2*1622NET: Satisfied
-%80%-%100%69%100%77%-%-%47%45%85%80%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
Table 78  (continuation)                                                                                                                                                                        Page 816

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from DHL?
Base: All who use DHL and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
5251713-11177821262226721726Unweighted total
5271615-9165918282028831728Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
1313-*3*31313*-33Dissatisfied

14%10%4%19%-%2%17%5%28%4%11%3%11%3%-%17%11%

*1789-48*411171217221217Fairly Satisfied
2%62%50%62%-%44%51%6%40%60%61%59%61%31%91%71%61%

1553-252145553*25Very Satisfied
32%20%32%19%-%27%32%42%7%23%19%26%19%37%9%13%19%

Don't Know (DO NOT READ
222--2-2222222--2OUT)

51%9%14%-%-%26%-%48%25%13%9%12%9%29%-%-%9%

2221312-7132515221722531422NET: Satisfied
34%82%82%81%-%72%83%48%48%83%80%85%80%68%100%83%80%

-----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
Table 78  (continuation)                                                                                                                                                                        Page 817

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from DHL?
Base: All who use DHL and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
120592419-262426242624-2181926Unweighted total
118962722-282628262827-*202228Weighted total

------------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-3-*33-333333--333Dissatisfied
-%17%-%7%11%14%-%11%10%11%12%11%11%-%-%13%12%11%

17851714-171717171717-*131217Fairly Satisfied
100%41%95%84%61%66%-%61%65%61%64%61%61%-%37%63%54%61%

-5*152-545455-*355Very Satisfied
-%28%5%9%19%9%-%19%16%19%15%19%19%-%63%13%23%19%

Don't Know (DO NOT READ
-2--22-222222--222OUT)
-%13%-%-%9%11%-%9%9%9%9%9%9%-%-%12%11%9%

112962216-222122212222-*151722NET: Satisfied
100%69%100%93%80%75%-%80%81%80%79%80%80%-%100%75%77%80%

------------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
Table 78  (continuation)                                                                                                                                                                        Page 818

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from DHL?
Base: All who use DHL and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
2331511418-267191421026Unweighted total
2531414419-2862215*1228Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
3-*3-1-312--33Dissatisfied

12%-%3%19%-%3%-%11%11%11%-%-%25%11%

17*98114-173149*817Fairly Satisfied
68%6%63%59%36%72%-%61%46%65%59%63%64%61%

5*51*5-5234*15Very Satisfied
20%16%34%4%3%25%-%19%43%13%25%37%11%19%

Don't Know (DO NOT READ
-2-22--2-22--2OUT)
-%78%-%17%61%-%-%9%-%11%16%-%-%9%

221149119-2251713*922NET: Satisfied
88%22%97%63%39%97%-%80%89%78%84%100%75%80%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
Table 78  (continuation)                                                                                                                                                                        Page 819

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from DHL?
Base: All who use DHL and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthMonthother main provider

DecNovOctJunMayAprMarFebJanDissatisfiedSatisfiedTOTAL

*c*b*a*c*b*a*c*b*a*b*aSignificance Level: 95%
232213463-2226Unweighted total
134221483-2228Weighted total

------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%

------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-*---*--2--3Dissatisfied
-%15%-%-%-%30%-%-%89%-%-%11%

12-12*37*-1717Fairly Satisfied
84%85%-%50%100%13%69%92%7%-%76%61%

*-11-*11*-55Very Satisfied
16%-%38%50%-%58%31%8%4%-%24%19%

Don't Know (DO NOT READ
--2--------2OUT)
-%-%62%-%-%-%-%-%-%-%-%9%

12122148*-2222NET: Satisfied
100%85%38%100%100%70%100%100%11%-%100%80%

------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c - a,b,c

Ofcom; Business Postal Tracker
Table 78  (continuation)                                                                                                                                                                        Page 820

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from DHL?
Base: All who use DHL and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
1322--32112-2217Unweighted total
1111--15*11-*212Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
3*---*--11---3Dissatisfied

26%19%-%-%-%35%-%-%100%100%-%-%-%25%

3**--*2*---*-4Fairly Satisfied
29%81%80%-%-%30%47%100%-%-%-%100%-%34%

5-*--*3-----25Very Satisfied
45%-%20%-%-%35%53%-%-%-%-%-%100%41%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

8*1--*5*---*29NET: Satisfied
74%81%100%-%-%65%100%100%-%-%-%100%100%75%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
Table 79                                                                                                                                                                                        Page 821

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from TNT?
Base: All who use TNT and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
7101013673-32-7117Unweighted total
842**1103-23-1112Weighted total

---------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
*3*-**2--1--*13Dissatisfied
1%68%29%-%39%29%24%-%-%75%-%-%22%100%25%

311***33-**-1-4Fairly Satisfied
38%28%41%100%37%34%33%93%-%25%7%-%55%-%34%

5*1-**4*--3-*-5Very Satisfied
61%5%30%-%24%37%43%7%-%-%93%-%22%-%41%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

811**183-*3-1-9NET: Satisfied
99%32%71%100%61%71%76%100%-%25%100%-%78%-%75%

---------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
Table 79  (continuation)                                                                                                                                                                        Page 822

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from TNT?
Base: All who use TNT and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
-1413-71151116531417Unweighted total
-*1**-107317511*612Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-*--*-2*11*2**-23Dissatisfied
-%100%-%-%74%-%25%7%36%100%7%53%37%24%-%44%25%

--1*--34*-4**1**4Fairly Satisfied
-%-%80%100%-%-%31%50%11%-%50%8%22%76%100%8%34%

--*-*-432-32*--35Very Satisfied
-%-%20%-%26%-%44%43%53%-%43%39%41%-%-%49%41%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--1**-772-72*1*39NET: Satisfied
-%-%100%100%26%-%75%93%64%-%93%47%63%76%100%56%75%

-----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from TNT?
Base: All who use TNT and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
215-98512-227617Unweighted total
*11-6539-**6512Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
*3-21*3-*-*23Dissatisfied

50%24%-%24%25%10%30%-%50%-%4%52%25%

-4-3131--*3*4Fairly Satisfied
-%35%-%46%20%83%17%-%-%61%54%8%34%

*5-23*5-**325Very Satisfied
50%41%-%30%55%7%54%-%50%39%42%40%41%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

*9-5436-**629NET: Satisfied
50%76%-%76%75%90%70%-%50%100%96%48%75%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
Table 79  (continuation)                                                                                                                                                                        Page 824

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from TNT?
Base: All who use TNT and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
61694-13141061415111564717Unweighted total
11263-91165993963312Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
*3*2-*3*323233-*3Dissatisfied

47%25%6%86%-%5%26%8%56%19%33%53%33%44%-%12%25%

*43*-441*4414*3*4Fairly Satisfied
33%33%46%7%-%43%34%23%4%44%45%37%45%7%100%14%34%

*53*-544232*23-25Very Satisfied
20%42%48%7%-%52%40%70%40%37%22%10%22%49%-%74%41%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

196*-886276163329NET: Satisfied
53%75%94%14%-%95%74%92%44%81%67%47%67%56%100%88%75%

-----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
Table 79  (continuation)                                                                                                                                                                        Page 825

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from TNT?
Base: All who use TNT and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
29661611-161316141613-213917Unweighted total
255195-12798911-*11512Weighted total

------------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
1*2*32-323233-*313Dissatisfied

72%2%35%37%32%34%-%25%23%32%22%32%23%-%51%25%30%25%

*13141-444444-*414Fairly Satisfied
28%10%65%48%44%22%-%33%49%44%52%44%35%-%49%33%10%34%

-5-*22-522225--535Very Satisfied
-%88%-%15%24%44%-%42%29%24%26%24%42%-%-%42%60%41%

Don't Know (DO NOT READ
------------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*53163-966668-*849NET: Satisfied
28%98%65%63%68%66%-%75%77%68%78%68%77%-%49%75%70%75%

------------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
Table 79  (continuation)                                                                                                                                                                        Page 826

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from TNT?
Base: All who use TNT and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
116114-10-17413101617Unweighted total

8383-10-12474*812Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
3*3*-3-3123**3Dissatisfied

30%11%31%6%-%26%-%25%28%23%62%100%3%25%

1313-3-4*41-34Fairly Satisfied
15%83%14%91%-%29%-%34%5%51%25%-%40%34%

5*5*-5-5321-45Very Satisfied
55%6%55%3%-%44%-%41%67%26%13%-%58%41%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

6363-8-9362-79NET: Satisfied
70%89%69%94%-%74%-%75%72%77%38%-%97%75%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
Table 79  (continuation)                                                                                                                                                                        Page 827

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from TNT?
Base: All who use TNT and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthother main provider

JunMayAprMarFebJanDissatisfiedSatisfiedTOTAL

*c*b*a*c*b*a*b*aSignificance Level: 95%
521135-1217Unweighted total
33**14-912Weighted total

---------Very Dissatisfied
-%-%-%-%-%-%-%-%-%

---------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
2-*-**--3Dissatisfied

74%-%100%-%34%2%-%-%25%

1--**3-44Fairly Satisfied
20%-%-%100%66%58%-%45%34%

*3---2-55Very Satisfied
6%100%-%-%-%40%-%55%41%

Don't Know (DO NOT READ
---------OUT)
-%-%-%-%-%-%-%-%-%

13-**4-99NET: Satisfied
26%100%-%100%66%98%-%100%75%

---------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c

Ofcom; Business Postal Tracker
Table 79  (continuation)                                                                                                                                                                        Page 828

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from TNT?
Base: All who use TNT and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
9---21-21--3-9Unweighted total

12---12-31--5-12Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
*------*-----*Dissatisfied
3%-%-%-%-%-%-%13%-%-%-%-%-%3%

8----2-21--3-8Fairly Satisfied
71%-%-%-%-%100%-%87%100%-%-%65%-%71%

3---1------2-3Very Satisfied
26%-%-%-%100%-%-%-%-%-%-%35%-%26%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

11---12-21--5-11NET: Satisfied
97%-%-%-%100%100%-%87%100%-%-%100%-%97%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from UK Mail?
Base: All who use UK Mail and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
542--271-4--4-9Unweighted total
661--1111-7--3-12Weighted total

---------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
*-*--*------*-*Dissatisfied
7%-%62%-%-%62%-%-%-%-%-%-%12%-%3%

35----81-6--1-8Fairly Satisfied
60%81%-%-%-%-%74%100%-%77%-%-%40%-%71%

21*--*3--2--1-3Very Satisfied
34%19%38%-%-%38%26%-%-%23%-%-%48%-%26%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

56*--*111-7--3-11NET: Satisfied
93%100%38%-%-%38%100%100%-%100%-%-%88%-%97%

---------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
Table 80  (continuation)                                                                                                                                                                        Page 830

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from UK Mail?
Base: All who use UK Mail and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
-1-11-554-54---39Unweighted total
-*-12-675-75---412Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
------*-*--*----*Dissatisfied
-%-%-%-%-%-%6%-%7%-%-%7%-%-%-%-%3%

------653-53---48Fairly Satisfied
-%-%-%-%-%-%94%79%59%-%79%59%-%-%-%100%71%

-*-12--12-12----3Very Satisfied
-%100%-%100%100%-%-%21%34%-%21%34%-%-%-%-%26%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-12-674-74---411NET: Satisfied
-%100%-%100%100%-%94%100%93%-%100%93%-%-%-%100%97%

-----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
Table 80  (continuation)                                                                                                                                                                        Page 831

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from UK Mail?
Base: All who use UK Mail and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
-9-454511--79Unweighted total
-12-575722--812Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-*-*-*-----**Dissatisfied
-%3%-%7%-%7%-%-%-%-%-%5%3%

-8-545422--48Fairly Satisfied
-%71%-%93%54%93%54%100%100%-%-%56%71%

-3--3-3----33Very Satisfied
-%26%-%-%46%-%46%-%-%-%-%40%26%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-11-575722--711NET: Satisfied
-%97%-%93%100%93%100%100%100%-%-%95%97%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
Table 80  (continuation)                                                                                                                                                                        Page 832

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from UK Mail?
Base: All who use UK Mail and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
287-1857387664329Unweighted total
41111-*1251031198774112Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-----***-*-----**Dissatisfied
-%-%-%-%-%3%7%4%-%3%-%-%-%-%-%62%3%

488--817-864471-8Fairly Satisfied
100%73%74%-%-%72%30%68%-%79%66%59%58%100%34%-%71%

-33-*33332333-3*3Very Satisfied
-%27%26%-%100%25%63%29%100%18%34%41%42%-%66%38%26%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

41111-*1151031098774*11NET: Satisfied
100%100%100%-%100%97%93%96%100%97%100%100%100%100%100%38%97%

-----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
Table 80  (continuation)                                                                                                                                                                        Page 833

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from UK Mail?
Base: All who use UK Mail and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
-45396-999999--679Unweighted total
-572127-121212121212--81112Weighted total

------------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-*-***-******----*Dissatisfied
-%7%-%18%3%6%-%3%3%3%3%3%3%-%-%-%-%3%

-35184-888888--788Fairly Satisfied
-%59%79%72%71%66%-%71%71%71%71%71%71%-%-%82%74%71%

-21*32-333333--133Very Satisfied
-%34%21%11%26%28%-%26%26%26%26%26%26%-%-%18%26%26%

Don't Know (DO NOT READ
------------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-472116-111111111111--81111NET: Satisfied
-%93%100%82%97%94%-%97%97%97%97%97%97%-%-%100%100%97%

------------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
Table 80  (continuation)                                                                                                                                                                        Page 834

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from UK Mail?
Base: All who use UK Mail and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
8172-7-9365129Unweighted total

11*92-9-123972212Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-**--*-*-**--*Dissatisfied
-%100%4%-%-%4%-%3%-%4%5%-%-%3%

8-71-6-8-85-28Fairly Satisfied
73%-%76%50%-%62%-%71%-%96%76%-%88%71%

3-21-3-33-12*3Very Satisfied
27%-%20%50%-%34%-%26%100%-%18%100%12%26%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

11-92-9-113862211NET: Satisfied
100%-%96%100%-%96%-%97%100%96%95%100%100%97%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
Table 80  (continuation)                                                                                                                                                                        Page 835

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from UK Mail?
Base: All who use UK Mail and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthother main provider

NovOctMayAprDissatisfiedSatisfiedTOTAL

*b*a*b*a*b*aSignificance Level: 95%
2142-89Unweighted total
4*53-1112Weighted total

-------Very Dissatisfied
-%-%-%-%-%-%-%

-------Fairly Dissatisfied
-%-%-%-%-%-%-%

Neither Satisfied Nor
-*----*Dissatisfied
-%100%-%-%-%-%3%

4-32-88Fairly Satisfied
100%-%60%58%-%73%71%

--21-33Very Satisfied
-%-%40%42%-%27%26%

Don't Know (DO NOT READ
-------OUT)
-%-%-%-%-%-%-%

4-53-1111NET: Satisfied
100%-%100%100%-%100%97%

-------NET: Dissatisfied
-%-%-%-%-%-%-%

Columns Tested: a,b - a,b - a,b

Ofcom; Business Postal Tracker
Table 80  (continuation)                                                                                                                                                                        Page 836

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from UK Mail?
Base: All who use UK Mail and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
1313322-3-123-20Unweighted total
16*1112-7-132-19Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2------2-----2Fairly Dissatisfied
15%-%-%-%-%-%-%33%-%-%-%-%-%13%

Neither Satisfied Nor
--*----------*Dissatisfied
-%-%10%-%-%-%-%-%-%-%-%-%-%1%

8*1*1--2--32-10Fairly Satisfied
49%100%90%33%100%-%-%33%-%-%100%83%-%52%

6--1-2-2-1-*-7Very Satisfied
36%-%-%67%-%100%-%33%-%100%-%17%-%35%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

14*1112-5-132-17NET: Satisfied
85%100%90%100%100%100%-%67%-%100%100%100%-%87%

2------2-----2NET: Dissatisfied
15%-%-%-%-%-%-%33%-%-%-%-%-%13%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
Table 81                                                                                                                                                                                        Page 837

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from UPS?
Base: All who use UPS and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
1376213141-111-6-20Unweighted total
1271***18*-12*-6-19Weighted total

---------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-2----2-----2-2Fairly Dissatisfied
-%35%-%-%-%-%13%-%-%-%-%-%41%-%13%

Neither Satisfied Nor
*-*--*---*----*Dissatisfied
1%-%11%-%-%23%-%-%-%1%-%-%-%-%1%

73**-*9*-8*-1-10Fairly Satisfied
58%41%40%57%-%40%53%100%-%62%100%-%25%-%52%

521***6--5--2-7Very Satisfied
41%24%50%43%100%37%34%-%-%37%-%-%34%-%35%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1241***16*-12*-3-17NET: Satisfied
99%65%89%100%100%77%87%100%-%99%100%-%59%-%87%

-2----2-----2-2NET: Dissatisfied
-%35%-%-%-%-%13%-%-%-%-%-%41%-%13%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
Table 81  (continuation)                                                                                                                                                                        Page 838

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from UPS?
Base: All who use UPS and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
--33346137-137223720Unweighted total
--23536109-109*33919Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----2--2--2----22Fairly Dissatisfied
-%-%-%-%49%-%-%24%-%-%24%-%-%-%-%27%13%

Neither Satisfied Nor
--*----*--*-*---*Dissatisfied
-%-%7%-%-%-%-%1%-%-%1%-%33%-%-%-%1%

--*331355-55*22410Fairly Satisfied
-%-%14%94%51%30%55%53%50%-%53%50%67%93%58%42%52%

--1*-2324-24-*137Very Satisfied
-%-%79%6%-%70%45%22%50%-%22%50%-%7%42%32%35%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--1333689-89*33717NET: Satisfied
-%-%93%100%51%100%100%75%100%-%75%100%67%100%100%73%87%

----2--2--2----22NET: Dissatisfied
-%-%-%-%49%-%-%24%-%-%24%-%-%-%-%27%13%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
Table 81  (continuation)                                                                                                                                                                        Page 839

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from UPS?
Base: All who use UPS and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
119-12871342211020Unweighted total
*19-1278113142919Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-2-2-2---2--2Fairly Dissatisfied
-%13%-%20%-%29%-%-%-%59%-%-%13%

Neither Satisfied Nor
-*-*--**----*Dissatisfied
-%1%-%1%-%-%1%4%-%-%-%-%1%

-10-64462*-2610Fairly Satisfied
-%52%-%53%51%47%56%84%15%-%100%63%52%

*7-3325*12-37Very Satisfied
100%34%-%27%49%24%43%12%85%41%-%37%35%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

*16-1076113122917NET: Satisfied
100%87%-%79%100%71%99%96%100%41%100%100%87%

-2-2-2---2--2NET: Dissatisfied
-%13%-%20%-%29%-%-%-%59%-%-%13%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
Table 81  (continuation)                                                                                                                                                                        Page 840

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from UPS?
Base: All who use UPS and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
717134-1512991717101787520Unweighted total
415124-1514108181571548619Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-2---222-2222-2-2Fairly Dissatisfied
-%16%-%-%-%16%17%25%-%14%16%32%16%-%28%-%13%

Neither Satisfied Nor
***--*********--*Dissatisfied
3%1%1%-%-%1%1%1%1%1%1%1%1%2%-%-%1%

2873-7745983833410Fairly Satisfied
50%56%58%88%-%44%46%40%63%51%56%43%56%62%36%66%52%

245*-653364242327Very Satisfied
48%26%41%12%-%40%37%35%36%35%26%23%26%36%35%34%35%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

412124-131278151251246617NET: Satisfied
97%83%99%100%-%84%83%74%99%86%83%67%83%98%72%100%87%

-2---222-2222-2-2NET: Dissatisfied
-%16%-%-%-%16%17%25%-%14%16%32%16%-%28%-%13%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
Table 81  (continuation)                                                                                                                                                                        Page 841

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from UPS?
Base: All who use UPS and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
216261915-202019181916-1101320Unweighted total
117161913-191919181918-*61219Weighted total

------------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-2--2--222222--2-2Fairly Dissatisfied
-%14%-%-%13%-%-%13%13%13%13%13%13%-%-%39%-%13%

Neither Satisfied Nor
*---**-*****---*-*Dissatisfied

20%-%-%-%1%1%-%1%1%1%1%1%-%-%-%2%-%1%

*9-4107-1010109109-*3810Fairly Satisfied
80%55%-%58%53%53%-%52%52%53%52%53%51%-%100%57%70%52%

-51366-776667--*47Very Satisfied
-%31%100%42%34%46%-%35%35%34%34%34%36%-%-%3%30%35%

Don't Know (DO NOT READ
------------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*15161613-171716161616-*41217NET: Satisfied
80%86%100%100%87%99%-%87%87%87%86%87%87%-%100%59%100%87%

-2--2--222222--2-2NET: Dissatisfied
-%14%-%-%13%-%-%13%13%13%13%13%13%-%-%39%-%13%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
Table 81  (continuation)                                                                                                                                                                        Page 842

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from UPS?
Base: All who use UPS and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
155154114119911111720Unweighted total
145154216*19109102419Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-2-2-2-22--2-2Fairly Dissatisfied
-%49%-%57%-%15%-%13%24%-%-%100%-%13%

Neither Satisfied Nor
-*-*---*-*--**Dissatisfied
-%2%-%3%-%-%-%1%-%1%-%-%3%1%

919*-9*9374-310Fairly Satisfied
65%14%64%10%-%54%100%51%27%79%40%-%83%52%

525125-7526-17Very Satisfied
35%34%36%30%100%31%-%36%49%20%60%-%14%35%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

142152213*167910-417NET: Satisfied
100%48%100%40%100%85%100%87%76%99%100%-%97%87%

-2-2-2-22--2-2NET: Dissatisfied
-%49%-%57%-%15%-%13%24%-%-%100%-%13%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
Table 81  (continuation)                                                                                                                                                                        Page 843

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from UPS?
Base: All who use UPS and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthMonthother main provider

DecOctJunMayAprMarFebJanDissatisfiedSatisfiedTOTAL

*b*a*c*b*a*c*b*a*b*aSignificance Level: 95%
3121134511820Unweighted total
4*12*54421719Weighted total

-----------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

-----2--2-2Fairly Dissatisfied
-%-%-%-%-%53%-%-%100%-%13%

Neither Satisfied Nor
*---------*Dissatisfied
3%-%-%-%-%-%-%-%-%-%1%

4-12-*-4-1010Fairly Satisfied
97%-%100%100%-%10%-%95%-%60%52%

-*--*24*-77Very Satisfied
-%100%-%-%100%37%100%5%-%40%35%

Don't Know (DO NOT READ
-----------OUT)
-%-%-%-%-%-%-%-%-%-%-%

4*12*244-1717NET: Satisfied
97%100%100%100%100%47%100%100%-%100%87%

-----2--2-2NET: Dissatisfied
-%-%-%-%-%53%-%-%100%-%13%

Columns Tested: a,b - a,b,c - a,b,c - a,b

Ofcom; Business Postal Tracker
Table 81  (continuation)                                                                                                                                                                        Page 844

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from UPS?
Base: All who use UPS and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
6112-11-12--110Unweighted total
6**1-*2-*1--17Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2----*------12Fairly Dissatisfied
30%-%-%-%-%100%-%-%-%-%-%-%100%24%

Neither Satisfied Nor
---*---------*Dissatisfied
-%-%-%48%-%-%-%-%-%-%-%-%-%6%

***-----**---1Fairly Satisfied
6%100%100%-%-%-%-%-%100%12%-%-%-%12%

4--*--2--1---4Very Satisfied
64%-%-%52%-%-%100%-%-%88%-%-%-%58%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

4***--2-*1---5NET: Satisfied
70%100%100%52%-%-%100%-%100%100%-%-%-%70%

2----*------12NET: Dissatisfied
30%-%-%-%-%100%-%-%-%-%-%-%100%24%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
Table 82                                                                                                                                                                                        Page 845

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Yodel?
Base: All who use Yodel and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
554--461-61-1110Unweighted total
521--161-5*-**7Weighted total

---------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1**--*11-*----2Fairly Dissatisfied
30%9%30%-%-%30%23%100%-%4%-%-%-%-%24%

Neither Satisfied Nor
*-----*--*----*Dissatisfied
9%-%-%-%-%-%7%-%-%10%-%-%-%-%6%

1**--**--*--**1Fairly Satisfied
12%12%70%-%-%70%7%-%-%6%-%-%100%100%12%

22----4--4*---4Very Satisfied
48%79%-%-%-%-%64%-%-%80%100%-%-%-%58%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

32*--*5--4*-**5NET: Satisfied
61%91%70%-%-%70%70%-%-%86%100%-%100%100%70%

1**--*11-*----2NET: Dissatisfied
30%9%30%-%-%30%23%100%-%4%-%-%-%-%24%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
Table 82  (continuation)                                                                                                                                                                        Page 846

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Yodel?
Base: All who use Yodel and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
--13-1464-64--2510Unweighted total
--*2-*443-43--147Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---*---1*-1*--*12Fairly Dissatisfied
-%-%-%12%-%-%-%41%5%-%41%5%-%-%30%39%24%

Neither Satisfied Nor
------**--*---*-*Dissatisfied
-%-%-%-%-%-%12%12%-%-%12%-%-%-%70%-%6%

--**-****-**---11Fairly Satisfied
-%-%100%11%-%100%12%12%13%-%12%13%-%-%-%16%12%

---1--313-13---24Very Satisfied
-%-%-%78%-%-%77%35%82%-%35%82%-%-%-%45%58%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--*1-*323-23---25NET: Satisfied
-%-%100%88%-%100%88%47%95%-%47%95%-%-%-%61%70%

---*---1*-1*--*12NET: Dissatisfied
-%-%-%12%-%-%-%41%5%-%41%5%-%-%30%39%24%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
Table 82  (continuation)                                                                                                                                                                        Page 847

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Yodel?
Base: All who use Yodel and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
-10-554611-3510Unweighted total
-7-2525**-257Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-2-1*1*----22Fairly Dissatisfied
-%24%-%63%4%65%4%-%-%-%-%34%24%

Neither Satisfied Nor
-*-*-*----*-*Dissatisfied
-%6%-%18%-%19%-%-%-%-%23%-%6%

-1-***1**-**1Fairly Satisfied
-%12%-%19%9%16%11%100%100%-%9%9%12%

-4--4-4---134Very Satisfied
-%58%-%-%87%-%85%-%-%-%67%57%58%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-5-*5*5**-135NET: Satisfied
-%70%-%19%96%16%96%100%100%-%77%66%70%

-2-1*1*----22NET: Dissatisfied
-%24%-%63%4%65%4%-%-%-%-%34%24%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
Table 82  (continuation)                                                                                                                                                                        Page 848

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Yodel?
Base: All who use Yodel and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
2853-7575897551410Unweighted total
1551-636167616*17Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*1*-1*1*122*1-*2Fairly Dissatisfied
-%4%30%17%-%25%6%25%18%23%25%28%13%26%-%15%24%

Neither Satisfied Nor
--*--*-*-*-----**Dissatisfied
-%-%9%-%-%7%-%7%-%7%-%-%-%-%-%34%6%

*1**-***1*1*11**1Fairly Satisfied
7%17%4%40%-%7%10%7%82%7%13%4%54%9%100%14%12%

143*-434-444*4-*4Very Satisfied
93%79%58%43%-%61%84%61%-%63%62%68%33%64%-%37%58%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1531-434155414*15NET: Satisfied
100%96%61%83%-%68%94%68%82%70%75%72%87%74%100%51%70%

-*1*-1*1*122*1-*2NET: Dissatisfied
-%4%30%17%-%25%6%25%18%23%25%28%13%26%-%15%24%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
Table 82  (continuation)                                                                                                                                                                        Page 849

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Yodel?
Base: All who use Yodel and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
-82-106-1091010108-16610Unweighted total
-61-75-777777-*347Weighted total

------------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-2--22-222222--**2Fairly Dissatisfied
-%29%-%-%24%33%-%24%24%24%24%24%25%-%-%7%5%24%

Neither Satisfied Nor
-*--**-*****-----*Dissatisfied
-%8%-%-%6%9%-%6%6%6%6%6%-%-%-%-%-%6%

-1*-1*-111111-*111Fairly Satisfied
-%14%7%-%12%2%-%12%10%12%12%12%12%-%100%27%19%12%

-31-43-444444--234Very Satisfied
-%50%93%-%58%56%-%58%59%58%58%58%63%-%-%66%76%58%

Don't Know (DO NOT READ
------------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-41-53-555555-*245NET: Satisfied
-%63%100%-%70%58%-%70%70%70%70%70%75%-%100%93%95%70%

-2--22-222222--**2NET: Dissatisfied
-%29%-%-%24%33%-%24%24%24%24%24%25%-%-%7%5%24%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Yodel?
Base: All who use Yodel and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
5582-10-103752310Unweighted total
5234-7-7345*27Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-22--2-21*-*12Fairly Dissatisfied
-%70%48%-%-%24%-%24%51%5%-%52%74%24%

Neither Satisfied Nor
-**--*-*-*--**Dissatisfied
-%18%13%-%-%6%-%6%-%10%-%-%22%6%

1*1--1-1*11**1Fairly Satisfied
13%11%26%-%-%12%-%12%6%17%13%48%5%12%

4-*4-4-4134--4Very Satisfied
87%-%14%100%-%58%-%58%43%68%87%-%-%58%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

5*14-5-5145**5NET: Satisfied
100%11%39%100%-%70%-%70%49%85%100%48%5%70%

-22--2-21*-*12NET: Dissatisfied
-%70%48%-%-%24%-%24%51%5%-%52%74%24%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Yodel?
Base: All who use Yodel and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthMonthother main provider

DecOctJunAprMarFebDissatisfiedSatisfiedTOTAL

*b*a*b*a*b*a*b*aSignificance Level: 95%
1221132710Unweighted total
221**2257Weighted total

---------Very Dissatisfied
-%-%-%-%-%-%-%-%-%

-2----2-2Fairly Dissatisfied
-%100%-%-%-%-%100%-%24%

Neither Satisfied Nor
--*-----*Dissatisfied
-%-%50%-%-%-%-%-%6%

--**-*-11Fairly Satisfied
-%-%50%100%-%22%-%18%12%

2---*1-44Very Satisfied
100%-%-%-%100%78%-%82%58%

Don't Know (DO NOT READ
---------OUT)
-%-%-%-%-%-%-%-%-%

2-***2-55NET: Satisfied
100%-%50%100%100%100%-%100%70%

-2----2-2NET: Dissatisfied
-%100%-%-%-%-%100%-%24%

Columns Tested: a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Yodel?
Base: All who use Yodel and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
2229526212331238Unweighted total
28132185*1431334Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
6----2--1-3--6Dissatisfied

21%-%-%-%-%20%-%-%84%-%94%-%-%18%

16*2116---4-1319Fairly Satisfied
58%19%62%39%84%80%-%-%-%100%-%100%100%56%

6*11*-5**-*--9Very Satisfied
21%81%38%61%16%-%100%100%16%-%6%-%-%26%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

22132165**4*1328NET: Satisfied
79%100%100%100%100%80%100%100%16%100%6%100%100%82%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
Table 83                                                                                                                                                                                        Page 853

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Parcelforce?
Base: All who use Parcelforce and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
1919104152819111122138Unweighted total
191521*13216111*11134Weighted total

---------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-6*--*64-2--*-6Dissatisfied
-%39%20%-%-%41%17%24%-%15%-%-%45%-%18%

127****191014-1*119Fairly Satisfied
63%48%22%14%100%12%58%63%100%31%-%100%55%100%56%

7211-*82-6*---9Very Satisfied
37%13%58%86%-%46%24%14%-%54%100%-%-%-%26%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

19911*12613110*1*128NET: Satisfied
100%61%80%100%100%59%83%76%100%85%100%100%55%100%82%

---------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Parcelforce?
Base: All who use Parcelforce and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
-53-39171516715231441438Unweighted total
-11-31216101861024*221934Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--*--24*33*6---66Dissatisfied
-%-%52%-%-%14%25%4%16%42%4%23%-%-%-%29%18%

-*--359892811-22719Fairly Satisfied
-%19%-%-%100%40%61%83%49%37%83%46%-%90%94%37%56%

-1*--5216118***69Very Satisfied
-%81%48%-%-%46%14%13%35%21%13%31%100%10%6%34%26%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-1*-310129154919*221328NET: Satisfied
-%100%48%-%100%86%75%96%84%58%96%77%100%100%100%71%82%

-----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Parcelforce?
Base: All who use Parcelforce and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cb*a*b*a*ba*e*d*c*b*aSignificance Level: 95%
236-92953321332838Unweighted total
232-11225282*332534Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-6-3333----66Dissatisfied
-%19%-%24%14%52%11%-%-%-%-%23%18%

117-6132172-3*1419Fairly Satisfied
77%55%-%52%59%40%59%78%-%92%11%56%56%

*8-36*8***259Very Satisfied
23%26%-%25%27%8%29%22%100%8%89%20%26%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

226-9193252*331928NET: Satisfied
100%81%-%76%86%48%89%100%100%100%100%77%82%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
Table 83  (continuation)                                                                                                                                                                        Page 856

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Parcelforce?
Base: All who use Parcelforce and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*cb*a*c*b*a*g*f*edc*ba*c*b*aSignificance Level: 95%
7372015-222516173136283410101838Unweighted total
4321312-2120161329312527791734Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
*624-23226653*246Dissatisfied

10%18%12%36%-%7%16%10%16%20%19%19%12%5%19%22%18%

21776-1311791616121536919Fairly Satisfied
55%54%55%50%-%61%55%47%72%53%52%49%56%44%72%53%56%

1942-767289894149Very Satisfied
35%28%33%14%-%32%29%43%12%26%29%32%32%51%9%24%26%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

326128-2017141123252024771428NET: Satisfied
90%82%88%64%-%93%84%90%84%80%81%81%88%95%81%78%82%

-----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
Table 83  (continuation)                                                                                                                                                                        Page 857

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Parcelforce?
Base: All who use Parcelforce and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*cb*a*fedcbac*b*a*b*aSignificance Level: 95%
228753528135313635353212252938Unweighted total
321753024230273130292524212534Weighted total

------------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-6--54-6466642-366Dissatisfied
-%28%-%-%16%18%-%20%15%19%19%20%17%100%-%14%24%18%

*12611917-171719191716-2141319Fairly Satisfied
14%58%89%29%64%71%-%58%63%61%62%59%62%-%38%64%54%56%

3314632666665-3559Very Satisfied
86%14%11%71%20%11%100%22%22%19%18%21%21%-%62%22%22%26%

Don't Know (DO NOT READ
------------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

3157525192242325242321-4181928NET: Satisfied
100%72%100%100%84%82%100%80%85%81%81%80%83%-%100%86%76%82%

------------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
Table 83  (continuation)                                                                                                                                                                        Page 858

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Parcelforce?
Base: All who use Parcelforce and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

b*ab*a*ba*ba*b*a*c*b*aSignificance Level: 95%
3353241337311523258538Unweighted total
2853021306271420206734Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
336--624336--6Dissatisfied

10%57%20%-%-%19%26%16%19%16%29%-%-%18%

17216211611871295519Fairly Satisfied
59%43%53%83%100%53%21%64%50%61%44%85%67%56%

9-8*-835456129Very Satisfied
31%-%27%17%-%28%53%20%31%23%27%15%33%26%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2522421245231117156728NET: Satisfied
90%43%80%100%100%81%74%84%81%84%71%100%100%82%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Parcelforce?
Base: All who use Parcelforce and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthMonthother main provider

DecNovOctJunMayMarFebJanDissatisfiedSatisfiedTOTAL

*c*b*a*b*a*c*b*a*baSignificance Level: 95%
72595334-3438Unweighted total
52387234-2834Weighted total

-----------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

-----------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--*-42----6Dissatisfied
-%-%11%-%54%72%-%-%-%-%18%

31*53-24-1919Fairly Satisfied
76%77%9%61%46%-%64%97%-%68%56%

1*33-11*-99Very Satisfied
24%23%80%39%-%28%36%3%-%32%26%

Don't Know (DO NOT READ
-----------OUT)
-%-%-%-%-%-%-%-%-%-%-%

52383134-2828NET: Satisfied
100%100%89%100%46%28%100%100%-%100%82%

-----------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b - a,b,c

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Parcelforce?
Base: All who use Parcelforce and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
21-2312233125226Unweighted total
35-1113573157237Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
1---1--------1Dissatisfied
4%-%-%-%100%-%-%-%-%-%-%-%-%3%

21--*-2351-53221Fairly Satisfied
61%-%-%32%-%50%50%68%54%-%100%50%100%58%

12-11-23211-3-14Very Satisfied
36%-%100%68%-%50%50%32%46%100%-%50%-%39%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

33-11-3573157236NET: Satisfied
96%-%100%100%-%100%100%100%100%100%100%100%100%97%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Hermes?
Base: All who use Hermes and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
10163--3231111012-126Unweighted total
10271--1361421414-137Weighted total

---------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
1-----11------1Dissatisfied

12%-%-%-%-%-%3%9%-%-%-%-%-%-%3%

6151--1218-1012--21Fairly Satisfied
63%56%100%-%-%100%57%59%-%75%100%38%-%-%58%

312----14523-3-114Very Satisfied
25%44%-%-%-%-%39%32%100%25%-%62%-%100%39%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

9271--1351321414-136NET: Satisfied
88%100%100%-%-%100%97%91%100%100%100%100%-%100%97%

---------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Hermes?
Base: All who use Hermes and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
---124187145719--11326Unweighted total
---**430111881126--22237Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
------11--1-----1Dissatisfied
-%-%-%-%-%-%4%11%-%-%11%-%-%-%-%-%3%

----*3167113715--21121Fairly Satisfied
-%-%-%-%100%60%55%62%62%43%62%56%-%-%100%48%58%

---*-212374311---1114Very Satisfied
-%-%-%100%-%40%41%26%38%57%26%44%-%-%-%52%39%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---**428101881026--22236NET: Satisfied
-%-%-%100%100%100%96%89%100%100%89%100%-%-%100%100%97%

-----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
Table 84  (continuation)                                                                                                                                                                        Page 863

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Hermes?
Base: All who use Hermes and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
125-11159171--42026Unweighted total
*36-191816211--62837Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-1--1-11----1Dissatisfied
-%3%-%-%7%-%6%100%-%-%-%-%3%

-21-1481111---41821Fairly Satisfied
-%59%-%73%43%69%50%-%-%-%70%63%58%

*14-5959---21014Very Satisfied
100%38%-%27%51%31%44%-%-%-%30%37%39%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

*35-19171620---62836NET: Satisfied
100%97%-%100%93%100%94%-%-%-%100%100%97%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Hermes?
Base: All who use Hermes and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
-231113-12149819211420931326Unweighted total
-331620-15171112302719261032237Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--1--1-1-111--1-1Dissatisfied
-%-%8%-%-%8%-%11%-%4%5%6%-%-%47%-%3%

-19513-99461812912411321Fairly Satisfied
-%58%29%64%-%60%54%38%51%61%45%47%47%45%53%60%58%

-14107-586611149145-914Very Satisfied
-%42%63%36%-%32%46%51%49%35%51%46%53%55%-%40%39%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-331520-13171012292618261012236NET: Satisfied
-%100%92%100%-%92%100%89%100%96%95%94%100%100%53%100%97%

-----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Hermes?
Base: All who use Hermes and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
-161032414-25192520251812181426Unweighted total
-191853319-362836273628*1231837Weighted total

------------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-1-----1---------1Dissatisfied
-%7%-%-%-%-%-%3%-%-%-%-%-%-%-%-%-%3%

-101231910-211721172118*1131021Fairly Satisfied
-%52%64%56%57%52%-%59%61%60%64%60%62%100%100%57%56%58%

-872149-141114101411--10814Very Satisfied
-%41%36%44%43%48%-%38%39%40%36%40%38%-%-%43%44%39%

Don't Know (DO NOT READ
------------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-171853319-352836273628*1231836NET: Satisfied
-%93%100%100%100%100%-%97%100%100%100%100%100%100%100%100%100%97%

------------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Hermes?
Base: All who use Hermes and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
215169416-26719183526Unweighted total
3072412623-371126245737Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-11--1-11---11Dissatisfied
-%18%5%-%-%5%-%3%11%-%-%-%17%3%

193138211-21516152421Fairly Satisfied
62%41%56%65%42%50%-%58%49%62%62%45%54%58%

11394310-1441093214Very Satisfied
38%41%39%35%58%44%-%39%40%38%38%55%29%39%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

3062312621-361026245636NET: Satisfied
100%82%95%100%100%95%-%97%89%100%100%100%83%97%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Hermes?
Base: All who use Hermes and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthMonthother main provider

DecNovOctJunMayAprMarFebJanDissatisfiedSatisfiedTOTAL

*c*b*a*c*b*a*c*b*a*b*aSignificance Level: 95%
333821222-2526Unweighted total
4441332313-3637Weighted total

------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%

------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-1---------1Dissatisfied
-%33%-%-%-%-%-%-%-%-%-%3%

43273--*3-2121Fairly Satisfied
89%67%45%55%86%-%-%26%100%-%60%58%

*-26*23*--1414Very Satisfied
11%-%55%45%14%100%100%74%-%-%40%39%

Don't Know (DO NOT READ
------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%

4341332313-3636NET: Satisfied
100%67%100%100%100%100%100%100%100%-%100%97%

------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Hermes?
Base: All who use Hermes and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
131213-111321117Unweighted total
15***3-2*125*216Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
1---1--------1Dissatisfied
8%-%-%-%46%-%-%-%-%-%-%-%-%8%

6***1----*5--7Fairly Satisfied
42%100%100%100%45%-%-%-%-%11%100%-%-%45%

7---*-2*11-*27Very Satisfied
50%-%-%-%9%-%100%100%100%89%-%100%100%47%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

13***1-2*125*214NET: Satisfied
92%100%100%100%54%-%100%100%100%100%100%100%100%92%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from FedEx?
Base: All who use FedEx and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
61181349218--6-17Unweighted total
2141**114128--3-16Weighted total

---------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-1----11------1Dissatisfied
-%9%-%-%-%-%9%93%-%-%-%-%-%-%8%

*7*-**6*24--1-7Fairly Satisfied
16%49%37%-%59%34%46%7%100%43%-%-%25%-%45%

261***6--5--3-7Very Satisfied
84%42%63%100%41%66%46%-%-%57%-%-%75%-%47%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2121**113*28--3-14NET: Satisfied
100%91%100%100%100%100%91%7%100%100%-%-%100%-%92%

---------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from FedEx?
Base: All who use FedEx and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
-1112111134-13412-917Unweighted total
-***3*12124-124*3-916Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
------11--1----11Dissatisfied
-%-%-%-%-%-%10%11%-%-%11%-%-%-%-%14%8%

-*-*2*434-34-3-27Fairly Satisfied
-%100%-%100%92%100%32%27%100%-%27%100%-%100%-%20%45%

--*-*-77--7-*--67Very Satisfied
-%-%100%-%8%-%58%63%-%-%63%-%100%-%-%65%47%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-***3*11104-104*3-714NET: Satisfied
-%100%100%100%100%100%90%89%100%-%89%100%100%100%-%86%92%

-----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from FedEx?
Base: All who use FedEx and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
-17-1076112321817Unweighted total
-16-786102231816Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-1--1-1----11Dissatisfied
-%8%-%-%15%-%13%-%-%-%-%15%8%

-7-25*7*---77Fairly Satisfied
-%45%-%21%66%2%70%10%-%-%-%82%45%

-7-61622231*7Very Satisfied
-%47%-%79%18%98%17%90%100%100%100%3%47%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-14-77692231714NET: Satisfied
-%92%-%100%85%100%87%100%100%100%100%85%92%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from FedEx?
Base: All who use FedEx and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
416123-13121241616121573717Unweighted total
314142-1481411514111381616Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-1-1--1--1111--11Dissatisfied
-%9%-%78%-%-%16%-%-%8%9%12%10%-%-%19%8%

177*-737*77573*47Fairly Satisfied
48%50%49%7%-%49%43%48%38%44%50%49%55%35%30%59%45%

167*-737*76445*17Very Satisfied
52%41%51%15%-%51%41%52%62%47%41%39%35%65%70%22%47%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

31314*-146141141391181514NET: Satisfied
100%91%100%22%-%100%84%100%100%92%91%88%90%100%100%81%92%

-----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from FedEx?
Base: All who use FedEx and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
213271612-171617121715-2121317Unweighted total
112261313-161516111614-171216Weighted total

------------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
1---11-111-11---11Dissatisfied

88%-%-%-%9%9%-%8%8%8%-%8%9%-%-%-%10%8%

*6*477-777777-*277Fairly Satisfied
12%53%22%72%53%51%-%45%46%45%62%45%48%-%8%23%56%45%

-62255-777476-1647Very Satisfied
-%47%78%28%38%40%-%47%46%47%38%47%43%-%92%77%34%47%

Don't Know (DO NOT READ
------------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*12261212-141414111413-171114NET: Satisfied
12%100%100%100%91%91%-%92%92%92%100%92%91%-%100%100%90%92%

------------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from FedEx?
Base: All who use FedEx and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
134125211-1771084517Unweighted total
1239638-168793316Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-11--1-1-1--11Dissatisfied
-%40%13%-%-%16%-%8%-%17%-%-%41%8%

6134*3-73461*7Fairly Satisfied
51%21%35%60%7%40%-%45%31%60%69%17%6%45%

615324-7623327Very Satisfied
49%40%52%40%93%44%-%47%69%23%31%83%53%47%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1228637-148693214NET: Satisfied
100%60%87%100%100%84%-%92%100%83%100%100%59%92%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from FedEx?
Base: All who use FedEx and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthMonthother main provider

DecNovOctJunAprMarFebJanDissatisfiedSatisfiedTOTAL

*c*b*a*b*a*c*b*a*b*aSignificance Level: 95%
12321134-1617Unweighted total
1421*223-1416Weighted total

-----------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

-----------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-1--------1Dissatisfied
-%34%-%-%-%-%-%-%-%-%8%

---1-2*3-77Fairly Satisfied
-%-%-%100%-%100%9%100%-%49%45%

122-*-2--77Very Satisfied
100%66%100%-%100%-%91%-%-%51%47%

Don't Know (DO NOT READ
-----------OUT)
-%-%-%-%-%-%-%-%-%-%-%

1221*223-1414NET: Satisfied
100%66%100%100%100%100%100%100%-%100%92%

-----------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b - a,b,c

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from FedEx?
Base: All who use FedEx and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
1121-1-1-33-2114Unweighted total

71*-*-*-32-2*8Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
1-------1----1Dissatisfied

18%-%-%-%-%-%-%-%47%-%-%-%-%15%

1-----*-**-**1Fairly Satisfied
18%-%-%-%-%-%100%-%9%25%-%11%100%15%

41--*---11-2-5Very Satisfied
64%100%-%-%100%-%-%-%45%75%-%89%-%65%

Don't Know (DO NOT READ
--*----------*OUT)
-%-%100%-%-%-%-%-%-%-%-%-%-%5%

61--*-*-12-2*6NET: Satisfied
82%100%-%-%100%-%100%-%53%100%-%100%100%79%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from DX?
Base: All who use DX and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
7772237823--1-14Unweighted total
531**17313--1-8Weighted total

---------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-1----11------1Dissatisfied
-%45%-%-%-%-%19%39%-%-%-%-%-%-%15%

*11***-1*-----1Fairly Satisfied
3%38%84%100%100%61%-%32%30%-%-%-%-%-%15%

5**--*51-3--1-5Very Satisfied
89%17%16%-%-%39%75%29%-%100%-%-%100%-%65%

Don't Know (DO NOT READ
*-----*-*-----*OUT)
8%-%-%-%-%-%6%-%70%-%-%-%-%-%5%

521**152*3--1-6NET: Satisfied
92%55%100%100%100%100%75%61%30%100%-%-%100%-%79%

---------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from DX?
Base: All who use DX and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
-5421-2113-1131-2114Unweighted total
-122*-253-53*-2*8Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
---1----1--1----1Dissatisfied
-%-%-%51%-%-%-%-%40%-%-%40%-%-%-%-%15%

-1*----1--1-*--*1Fairly Satisfied
-%64%17%-%-%-%-%24%-%-%24%-%100%-%-%100%15%

-*21--232-32--2-5Very Satisfied
-%36%83%49%-%-%100%67%60%-%67%60%-%-%100%-%65%

Don't Know (DO NOT READ
----*--*--*-----*OUT)
-%-%-%-%100%-%-%9%-%-%9%-%-%-%-%-%5%

-121--252-52*-2*6NET: Satisfied
-%100%100%49%-%-%100%91%60%-%91%60%100%-%100%100%79%

-----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
Table 86  (continuation)                                                                                                                                                                        Page 879

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from DX?
Base: All who use DX and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
113-68591111814Unweighted total
*8-53441***58Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-1--11------1Dissatisfied
-%16%-%-%39%30%-%-%-%-%-%-%15%

*1-*1*1-***11Fairly Satisfied
100%12%-%8%25%6%24%-%100%100%100%13%15%

-5-51331---45Very Satisfied
-%66%-%92%22%64%65%100%-%-%-%78%65%

Don't Know (DO NOT READ
-*--*-*----**OUT)
-%5%-%-%14%-%11%-%-%-%-%9%5%

*6-51341***46NET: Satisfied
100%79%-%100%47%70%89%100%100%100%100%91%79%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
Table 86  (continuation)                                                                                                                                                                        Page 880

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from DX?
Base: All who use DX and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
31399-314241214141392214Unweighted total
1864-382268884128Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-1----1---1111--1Dissatisfied
-%16%-%-%-%-%15%-%-%-%15%15%16%29%-%-%15%

*111--1-*11111*-1Fairly Satisfied
20%15%11%32%-%-%15%-%18%19%15%15%15%23%16%-%15%

1552-352155552125Very Satisfied
80%63%82%56%-%100%65%100%60%74%65%65%63%39%84%100%65%

Don't Know (DO NOT READ
-***--*-******--*OUT)
-%5%7%11%-%-%5%-%21%7%5%5%5%10%-%-%5%

1653-362266663126NET: Satisfied
100%79%93%89%-%100%79%100%79%93%79%79%79%61%100%100%79%

-----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
Table 86  (continuation)                                                                                                                                                                        Page 881

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from DX?
Base: All who use DX and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
27441411-141414141412-191014Unweighted total
*52186-888887-1758Weighted total

------------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-1--11-111111--111Dissatisfied
-%23%-%-%15%20%-%15%15%15%15%15%19%-%-%19%26%15%

****11-111111--111Fairly Satisfied
100%8%8%29%15%16%-%15%15%15%15%15%15%-%-%12%20%15%

-41154-555554-1525Very Satisfied
-%69%71%71%65%57%-%65%65%65%65%65%60%-%100%69%45%65%

Don't Know (DO NOT READ
--*-**-******---**OUT)
-%-%21%-%5%7%-%5%5%5%5%5%6%-%-%-%9%5%

*42165-666665-1536NET: Satisfied
100%77%79%100%79%73%-%79%79%79%79%79%75%-%100%81%65%79%

------------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
Table 86  (continuation)                                                                                                                                                                        Page 882

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from DX?
Base: All who use DX and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
104103-5-1431111-214Unweighted total

7171-3-8176-18Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
1-1----1-11--1Dissatisfied

17%-%17%-%-%-%-%15%-%17%20%-%-%15%

*1*1-*-1*11-*1Fairly Satisfied
5%100%6%100%-%7%-%15%25%14%16%-%16%15%

5-5--2-5154-15Very Satisfied
72%-%71%-%-%93%-%65%75%63%57%-%84%65%

Don't Know (DO NOT READ
*-*----*-**--*OUT)
6%-%6%-%-%-%-%5%-%6%7%-%-%5%

6161-3-6165-16NET: Satisfied
77%100%77%100%-%100%-%79%100%77%73%-%100%79%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
Table 86  (continuation)                                                                                                                                                                        Page 883

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from DX?
Base: All who use DX and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthMonthother main provider

DecNovOctJunMayMarFebJanDissatisfiedSatisfiedTOTAL

*c*b*a*b*a*c*b*a*b*aSignificance Level: 95%
21311231-1214Unweighted total
1*2*122*-68Weighted total

-----------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

-----------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-----1----1Dissatisfied
-%-%-%-%-%73%-%-%-%-%15%

*-**--**-11Fairly Satisfied
35%-%25%100%-%-%8%100%-%19%15%

-*1-1*2--55Very Satisfied
-%100%75%-%100%27%92%-%-%81%65%

Don't Know (DO NOT READ
*---------*OUT)

65%-%-%-%-%-%-%-%-%-%5%

**2*1*2*-66NET: Satisfied
35%100%100%100%100%27%100%100%-%100%79%

-----------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b - a,b,c

Ofcom; Business Postal Tracker
Table 86  (continuation)                                                                                                                                                                        Page 884

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from DX?
Base: All who use DX and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
2-1-----1-1--3Unweighted total
3-*-----*-2--3Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2---------2--2Fairly Satisfied
93%-%-%-%-%-%-%-%-%-%100%-%-%90%

*-*-----*----*Very Satisfied
7%-%100%-%-%-%-%-%100%-%-%-%-%10%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

3-*-----*-2--3NET: Satisfied
100%-%100%-%-%-%-%-%100%-%100%-%-%100%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
Table 87                                                                                                                                                                                        Page 885

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Pitney Bowes?
Base: All who use Pitney Bowes and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
122-1111-11---3Unweighted total
*3*-**2*-2*---3Weighted total

---------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
---------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-2----2--2----2Fairly Satisfied
-%93%-%-%-%-%100%-%-%100%-%-%-%-%90%

***-**-*--*---*Very Satisfied
100%7%100%-%100%100%-%100%-%-%100%-%-%-%10%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*3*-**2*-2*---3NET: Satisfied
100%100%100%-%100%100%100%100%-%100%100%-%-%-%100%

---------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
Table 87  (continuation)                                                                                                                                                                        Page 886

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Pitney Bowes?
Base: All who use Pitney Bowes and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
--1--1112-12-1--3Unweighted total
--*--*2*3-*3-2--3Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-----------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------2-2--2-2--2Fairly Satisfied
-%-%-%-%-%-%100%-%93%-%-%93%-%100%-%-%90%

--*--*-**-**----*Very Satisfied
-%-%100%-%-%100%-%100%7%-%100%7%-%-%-%-%10%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--*--*2*3-*3-2--3NET: Satisfied
-%-%100%-%-%100%100%100%100%-%100%100%-%100%-%-%100%

-----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
Table 87  (continuation)                                                                                                                                                                        Page 887

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Pitney Bowes?
Base: All who use Pitney Bowes and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
3--3-3----1-3Unweighted total
3--3-3----*-3Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

2--2-2------2Fairly Satisfied
90%-%-%90%-%90%-%-%-%-%-%-%90%

*--*-*----*-*Very Satisfied
10%-%-%10%-%10%-%-%-%-%100%-%10%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

3--3-3----*-3NET: Satisfied
100%-%-%100%-%100%-%-%-%-%100%-%100%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
Table 87  (continuation)                                                                                                                                                                        Page 888

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Pitney Bowes?
Base: All who use Pitney Bowes and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
-211--2-1133312-3Unweighted total
-2**--*-**333*3-3Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-----------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-2--------222-2-2Fairly Satisfied
-%96%-%-%-%-%-%-%-%-%90%90%90%-%93%-%90%

-***--*-*******-*Very Satisfied
-%4%100%100%-%-%100%-%100%100%10%10%10%100%7%-%10%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-2**--*-**333*3-3NET: Satisfied
-%100%100%100%-%-%100%-%100%100%100%100%100%100%100%-%100%

-----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
Table 87  (continuation)                                                                                                                                                                        Page 889

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Pitney Bowes?
Base: All who use Pitney Bowes and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
-21-31-33333-----3Unweighted total
-3*-3*-33333-----3Weighted total

------------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
------------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-2--2--22222-----2Fairly Satisfied
-%93%-%-%90%-%-%90%90%90%90%90%-%-%-%-%-%90%

-**-**-*****-----*Very Satisfied
-%7%100%-%10%100%-%10%10%10%10%10%-%-%-%-%-%10%

Don't Know (DO NOT READ
------------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-3*-3*-33333-----3NET: Satisfied
-%100%100%-%100%100%-%100%100%100%100%100%-%-%-%-%-%100%

------------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
Table 87  (continuation)                                                                                                                                                                        Page 890

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Pitney Bowes?
Base: All who use Pitney Bowes and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
3------3122-13Unweighted total
3------32*3-*3Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2------22-2--2Fairly Satisfied
90%-%-%-%-%-%-%90%100%-%93%-%-%90%

*------*-**-**Very Satisfied
10%-%-%-%-%-%-%10%-%100%7%-%100%10%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

3------32*3-*3NET: Satisfied
100%-%-%-%-%-%-%100%100%100%100%-%100%100%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
Table 87  (continuation)                                                                                                                                                                        Page 891

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Pitney Bowes?
Base: All who use Pitney Bowes and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthMonthother main provider

OctJunJanDissatisfiedSatisfiedTOTAL

*a*a*a*b*aSignificance Level: 95%
111-33Unweighted total
2**-33Weighted total

------Very Dissatisfied
-%-%-%-%-%-%

------Fairly Dissatisfied
-%-%-%-%-%-%

Neither Satisfied Nor
------Dissatisfied
-%-%-%-%-%-%

2---22Fairly Satisfied
100%-%-%-%90%90%

-**-**Very Satisfied
-%100%100%-%10%10%

Don't Know (DO NOT READ
------OUT)
-%-%-%-%-%-%

2**-33NET: Satisfied
100%100%100%-%100%100%

------NET: Dissatisfied
-%-%-%-%-%-%

Columns Tested: a,b - a

Ofcom; Business Postal Tracker
Table 87  (continuation)                                                                                                                                                                        Page 892

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Pitney Bowes?
Base: All who use Pitney Bowes and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
2---1----1---2Unweighted total
2---1----1---2Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2---1----1---2Fairly Satisfied
100%-%-%-%100%-%-%-%-%100%-%-%-%100%

--------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2---1----1---2NET: Satisfied
100%-%-%-%100%-%-%-%-%100%-%-%-%100%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from TNT Express?
Base: All who use TNT Express and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
-2----2--2----2Unweighted total
-2----2--2----2Weighted total

---------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
---------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-2----2--2----2Fairly Satisfied
-%100%-%-%-%-%100%-%-%100%-%-%-%-%100%

---------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-2----2--2----2NET: Satisfied
-%100%-%-%-%-%100%-%-%100%-%-%-%-%100%

---------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from TNT Express?
Base: All who use TNT Express and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
-----112--2----12Unweighted total
-----112--2----12Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-----------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----112--2----12Fairly Satisfied
-%-%-%-%-%100%100%100%-%-%100%-%-%-%-%100%100%

-----------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----112--2----12NET: Satisfied
-%-%-%-%-%100%100%100%-%-%100%-%-%-%-%100%100%

-----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from TNT Express?
Base: All who use TNT Express and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
-2-11-2---2-2Unweighted total
-2-11-2---2-2Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-2-11-2---2-2Fairly Satisfied
-%100%-%100%100%-%100%-%-%-%100%-%100%

-------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-2-11-2---2-2NET: Satisfied
-%100%-%100%100%-%100%-%-%-%100%-%100%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from TNT Express?
Base: All who use TNT Express and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
121--222-22121-12Unweighted total
121--222-22121-12Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-----------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

121--222-22121-12Fairly Satisfied
100%100%100%-%-%100%100%100%-%100%100%100%100%100%-%100%100%

-----------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

121--222-22121-12NET: Satisfied
100%100%100%-%-%100%100%100%-%100%100%100%100%100%-%100%100%

-----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from TNT Express?
Base: All who use TNT Express and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
-2--22-222222--122Unweighted total
-2--22-222222--122Weighted total

------------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
------------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-2--22-222222--122Fairly Satisfied
-%100%-%-%100%100%-%100%100%100%100%100%100%-%-%100%100%100%

------------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
------------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-2--22-222222--122NET: Satisfied
-%100%-%-%100%100%-%100%100%100%100%100%100%-%-%100%100%100%

------------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from TNT Express?
Base: All who use TNT Express and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
2-11-1-2112--2Unweighted total
2-11-1-2112--2Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2-11-1-2112--2Fairly Satisfied
100%-%100%100%-%100%-%100%100%100%100%-%-%100%

--------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2-11-1-2112--2NET: Satisfied
100%-%100%100%-%100%-%100%100%100%100%-%-%100%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from TNT Express?
Base: All who use TNT Express and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
Monthother main provider

NovOctDissatisfiedSatisfiedTOTAL

*b*a*b*aSignificance Level: 95%
11-22Unweighted total
11-22Weighted total

-----Very Dissatisfied
-%-%-%-%-%

-----Fairly Dissatisfied
-%-%-%-%-%

Neither Satisfied Nor
-----Dissatisfied
-%-%-%-%-%

11-22Fairly Satisfied
100%100%-%100%100%

-----Very Satisfied
-%-%-%-%-%

Don't Know (DO NOT READ
-----OUT)
-%-%-%-%-%

11-22NET: Satisfied
100%100%-%100%100%

-----NET: Dissatisfied
-%-%-%-%-%

Columns Tested: a,b - a,b

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from TNT Express?
Base: All who use TNT Express and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
4--111------25Unweighted total
5--**2------35Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
*---*--------*Dissatisfied
4%-%-%-%100%-%-%-%-%-%-%-%-%3%

2--*--------22Fairly Satisfied
33%-%-%100%-%-%-%-%-%-%-%-%53%39%

3----2------13Very Satisfied
63%-%-%-%-%100%-%-%-%-%-%-%47%58%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

5--*-2------35NET: Satisfied
96%-%-%100%-%100%-%-%-%-%-%-%100%97%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Interlink / Interlink Express /
Direct?
Base: All who use Interlink / Interlink Express / Direct and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
5-1-1-41-2--2-5Unweighted total
5-*-*-5*-3--2-5Weighted total

---------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
*-*-*-------*-*Dissatisfied
3%-%100%-%100%-%-%-%-%-%-%-%10%-%3%

2-----2*----2-2Fairly Satisfied
39%-%-%-%-%-%40%100%-%-%-%-%90%-%39%

3-----3--3----3Very Satisfied
58%-%-%-%-%-%60%-%-%100%-%-%-%-%58%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

5-----5*-3--2-5NET: Satisfied
97%-%-%-%-%-%100%100%-%100%-%-%90%-%97%

---------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Interlink / Interlink Express /
Direct?
Base: All who use Interlink / Interlink Express / Direct and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
---1-1341-411-215Unweighted total
---*-*542-42*-215Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
---*---*--*-*---*Dissatisfied
-%-%-%100%-%-%-%5%-%-%5%-%100%-%-%-%3%

-----*2*2-*2--*-2Fairly Satisfied
-%-%-%-%-%100%35%12%100%-%12%100%-%-%21%-%39%

------33--3---213Very Satisfied
-%-%-%-%-%-%65%84%-%-%84%-%-%-%79%100%58%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----*542-42--215NET: Satisfied
-%-%-%-%-%100%100%95%100%-%95%100%-%-%100%100%97%

-----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Interlink / Interlink Express /
Direct?
Base: All who use Interlink / Interlink Express / Direct and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
-5-231431--15Unweighted total
-5-24*522--25Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-*-*-*-*----*Dissatisfied
-%3%-%10%-%100%-%8%-%-%-%-%3%

-2-2*-2*---22Fairly Satisfied
-%39%-%90%12%-%40%21%-%-%-%100%39%

-3--3-312---3Very Satisfied
-%58%-%-%88%-%60%71%100%-%-%-%58%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-5-24-522--25NET: Satisfied
-%97%-%90%100%-%100%92%100%-%-%100%97%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Interlink / Interlink Express /
Direct?
Base: All who use Interlink / Interlink Express / Direct and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
355--544254442215Unweighted total
255--5441544423*5Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
***--********--**Dissatisfied
8%3%3%-%-%3%5%5%29%3%5%5%5%-%-%100%3%

*22--22**2222*2-2Fairly Satisfied
21%39%39%-%-%39%56%12%71%39%56%56%56%23%50%-%39%

133--313-311112-3Very Satisfied
71%58%58%-%-%58%39%84%-%58%39%39%39%77%50%-%58%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

255--544*544423-5NET: Satisfied
92%97%97%-%-%97%95%95%71%97%95%95%95%100%100%-%97%

-----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
Table 89  (continuation)                                                                                                                                                                        Page 905

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Interlink / Interlink Express /
Direct?
Base: All who use Interlink / Interlink Express / Direct and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
-32355-55555311255Unweighted total
-51255-55555212155Weighted total

------------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--****-******--***Dissatisfied
-%-%29%8%3%3%-%3%3%3%3%3%8%-%-%29%3%3%

-2**22-222222--*22Fairly Satisfied
-%35%71%21%39%39%-%39%39%39%39%39%92%-%-%71%39%39%

-3-133-33333-12-33Very Satisfied
-%65%-%71%58%58%-%58%58%58%58%58%-%100%100%-%58%58%

Don't Know (DO NOT READ
------------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-5*255-55555212*55NET: Satisfied
-%100%71%92%97%97%-%97%97%97%97%97%92%100%100%71%97%97%

------------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Interlink / Interlink Express /
Direct?
Base: All who use Interlink / Interlink Express / Direct and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
411411-5232125Unweighted total
42*5**-5322125Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
*-*--*-*-*--**Dissatisfied
5%-%100%-%-%100%-%3%-%8%-%-%10%3%

2--2*--22*2--2Fairly Satisfied
56%-%-%40%100%-%-%39%53%19%100%-%-%39%

12-3---312-123Very Satisfied
39%100%-%60%-%-%-%58%47%73%-%100%90%58%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

42-5*--5322125NET: Satisfied
95%100%-%100%100%-%-%97%100%92%100%100%90%97%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Interlink / Interlink Express /
Direct?
Base: All who use Interlink / Interlink Express / Direct and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthMonthother main provider

DecJunFebDissatisfiedSatisfiedTOTAL

*a*a*a*b*aSignificance Level: 95%
212-45Unweighted total
222-55Weighted total

------Very Dissatisfied
-%-%-%-%-%-%

------Fairly Dissatisfied
-%-%-%-%-%-%

Neither Satisfied Nor
--*--*Dissatisfied
-%-%10%-%-%3%

*-2-22Fairly Satisfied
23%-%90%-%40%39%

12--33Very Satisfied
77%100%-%-%60%58%

Don't Know (DO NOT READ
------OUT)
-%-%-%-%-%-%

222-55NET: Satisfied
100%100%90%-%100%97%

------NET: Dissatisfied
-%-%-%-%-%-%

Columns Tested: a,b

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Interlink / Interlink Express /
Direct?
Base: All who use Interlink / Interlink Express / Direct and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
2---11-------2Unweighted total
2---*2-------2Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2---*2-------2Very Satisfied
100%-%-%-%100%100%-%-%-%-%-%-%-%100%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2---*2-------2NET: Satisfied
100%-%-%-%100%100%-%-%-%-%-%-%-%100%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from APC?
Base: All who use APC and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
-21--111----1-2Unweighted total
-2*--*22----*-2Weighted total

---------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
---------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-2*--*22----*-2Very Satisfied
-%100%100%-%-%100%100%100%-%-%-%-%100%-%100%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-2*--*22----*-2NET: Satisfied
-%100%100%-%-%100%100%100%-%-%-%-%100%-%100%

---------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from APC?
Base: All who use APC and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
----1-11-111----2Unweighted total
----*-2*-2*2----2Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-----------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----*-2*-2*2----2Very Satisfied
-%-%-%-%100%-%100%100%-%100%100%100%-%-%-%-%100%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----*-2*-2*2----2NET: Satisfied
-%-%-%-%100%-%100%100%-%100%100%100%-%-%-%-%100%

-----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
Table 90  (continuation)                                                                                                                                                                        Page 911

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from APC?
Base: All who use APC and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
-2-11111---12Unweighted total
-2-*2*2*---22Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-2-*2*2*---22Very Satisfied
-%100%-%100%100%100%100%100%-%-%-%100%100%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-2-*2*2*---22NET: Satisfied
-%100%-%100%100%100%100%100%-%-%-%100%100%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
Table 90  (continuation)                                                                                                                                                                        Page 912

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from APC?
Base: All who use APC and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
-211-1211221111-2Unweighted total
-2*2-*2*222*22*-2Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-----------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-2*2-*2*222*22*-2Very Satisfied
-%100%100%100%-%100%100%100%100%100%100%100%100%100%100%-%100%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-2*2-*2*222*22*-2NET: Satisfied
-%100%100%100%-%100%100%100%100%100%100%100%100%100%100%-%100%

-----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
Table 90  (continuation)                                                                                                                                                                        Page 913

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from APC?
Base: All who use APC and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
-11-22-222122--112Unweighted total
-2*-22-222*22--*22Weighted total

------------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
------------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-2*-22-222*22--*22Very Satisfied
-%100%100%-%100%100%-%100%100%100%100%100%100%-%-%100%100%100%

Don't Know (DO NOT READ
------------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-2*-22-222*22--*22NET: Satisfied
-%100%100%-%100%100%-%100%100%100%100%100%100%-%-%100%100%100%

------------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from APC?
Base: All who use APC and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
2-2--1-2-21-12Unweighted total
2-2--2-2-22-*2Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2-2--2-2-22-*2Very Satisfied
100%-%100%-%-%100%-%100%-%100%100%-%100%100%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2-2--2-2-22-*2NET: Satisfied
100%-%100%-%-%100%-%100%-%100%100%-%100%100%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from APC?
Base: All who use APC and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
Monthother main provider

MarFebDissatisfiedSatisfiedTOTAL

*b*a*b*aSignificance Level: 95%
11-22Unweighted total
2*-22Weighted total

-----Very Dissatisfied
-%-%-%-%-%

-----Fairly Dissatisfied
-%-%-%-%-%

Neither Satisfied Nor
-----Dissatisfied
-%-%-%-%-%

-----Fairly Satisfied
-%-%-%-%-%

2*-22Very Satisfied
100%100%-%100%100%

Don't Know (DO NOT READ
-----OUT)
-%-%-%-%-%

2*-22NET: Satisfied
100%100%-%100%100%

-----NET: Dissatisfied
-%-%-%-%-%

Columns Tested: a,b - a,b

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from APC?
Base: All who use APC and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
1-1---------12Unweighted total
*-*---------*1Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--*----------*Dissatisfied
-%-%100%-%-%-%-%-%-%-%-%-%-%72%

--------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*-----------**Very Satisfied
100%-%-%-%-%-%-%-%-%-%-%-%100%28%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*-----------**NET: Satisfied
100%-%-%-%-%-%-%-%-%-%-%-%100%28%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Local Courier?
Base: All who use Local Courier and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
2-1--111--1---2Unweighted total
1-*--***--*---1Weighted total

---------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
*-----*---*---*Dissatisfied

72%-%-%-%-%-%100%-%-%-%100%-%-%-%72%

---------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*-*--*-*------*Very Satisfied
28%-%100%-%-%100%-%100%-%-%-%-%-%-%28%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*-*--*-*------*NET: Satisfied
28%-%100%-%-%100%-%100%-%-%-%-%-%-%28%

---------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
Table 91  (continuation)                                                                                                                                                                        Page 918

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Local Courier?
Base: All who use Local Courier and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
---11--2--2-1--12Unweighted total
---**--1--1-*--*1Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
----*--*--*----**Dissatisfied
-%-%-%-%100%-%-%72%-%-%72%-%-%-%-%100%72%

-----------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---*---*--*-*---*Very Satisfied
-%-%-%100%-%-%-%28%-%-%28%-%100%-%-%-%28%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---*---*--*-*---*NET: Satisfied
-%-%-%100%-%-%-%28%-%-%28%-%100%-%-%-%28%

-----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
Table 91  (continuation)                                                                                                                                                                        Page 919

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Local Courier?
Base: All who use Local Courier and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
-2-11-2----22Unweighted total
-1-**-1----11Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-*--*-*----**Dissatisfied
-%72%-%-%100%-%72%-%-%-%-%72%72%

-------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-*--*----**Very Satisfied
-%28%-%100%-%-%28%-%-%-%-%28%28%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-*--*----**NET: Satisfied
-%28%-%100%-%-%28%-%-%-%-%28%28%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
Table 91  (continuation)                                                                                                                                                                        Page 920

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Local Courier?
Base: All who use Local Courier and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
-211-121112121-12Unweighted total
-1**-*1***1*1*-*1Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-**--*********--*Dissatisfied
-%72%100%-%-%100%72%100%100%100%72%100%72%100%-%-%72%

-----------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-*--*---*-*--**Very Satisfied
-%28%-%100%-%-%28%-%-%-%28%-%28%-%-%100%28%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-*--*---*-*--**NET: Satisfied
-%28%-%100%-%-%28%-%-%-%28%-%28%-%-%100%28%

-----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
Table 91  (continuation)                                                                                                                                                                        Page 921

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Local Courier?
Base: All who use Local Courier and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
-2-111-212222---22Unweighted total
-1-***-1*1111---11Weighted total

------------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-*-***-******---**Dissatisfied
-%72%-%100%100%100%-%72%100%72%72%72%72%-%-%-%72%72%

------------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-----*-****---**Very Satisfied
-%28%-%-%-%-%-%28%-%28%28%28%28%-%-%-%28%28%

Don't Know (DO NOT READ
------------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-----*-****---**NET: Satisfied
-%28%-%-%-%-%-%28%-%28%28%28%28%-%-%-%28%28%

------------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
Table 91  (continuation)                                                                                                                                                                        Page 922

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Local Courier?
Base: All who use Local Courier and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
112--2-22-2--2Unweighted total
**1--1-11-1--1Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-**--*-**-*--*Dissatisfied
-%100%72%-%-%72%-%72%72%-%72%-%-%72%

--------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*-*--*-**-*--*Very Satisfied
100%-%28%-%-%28%-%28%28%-%28%-%-%28%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*-*--*-**-*--*NET: Satisfied
100%-%28%-%-%28%-%28%28%-%28%-%-%28%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
Table 91  (continuation)                                                                                                                                                                        Page 923

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Local Courier?
Base: All who use Local Courier and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthother main provider

JunJanDissatisfiedSatisfiedTOTAL

*a*a*b*aSignificance Level: 95%
11-12Unweighted total
**-*1Weighted total

-----Very Dissatisfied
-%-%-%-%-%

-----Fairly Dissatisfied
-%-%-%-%-%

Neither Satisfied Nor
*---*Dissatisfied

100%-%-%-%72%

-----Fairly Satisfied
-%-%-%-%-%

-*-**Very Satisfied
-%100%-%100%28%

Don't Know (DO NOT READ
-----OUT)
-%-%-%-%-%

-*-**NET: Satisfied
-%100%-%100%28%

-----NET: Dissatisfied
-%-%-%-%-%

Columns Tested: a,b

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Local Courier?
Base: All who use Local Courier and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
21----11-----3Unweighted total
1*----**-----1Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

**----*------1Fairly Satisfied
64%100%-%-%-%-%100%-%-%-%-%-%-%81%

*------*-----*Very Satisfied
36%-%-%-%-%-%-%100%-%-%-%-%-%19%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1*----**-----1NET: Satisfied
100%100%-%-%-%-%100%100%-%-%-%-%-%100%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from DPD?
Base: All who use DPD and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
212--21--3----3Unweighted total
1*1--1*--1----1Weighted total

---------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
---------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1-*--**--1----1Fairly Satisfied
100%-%64%-%-%64%100%-%-%81%-%-%-%-%81%

-**--*---*----*Very Satisfied
-%100%36%-%-%36%-%-%-%19%-%-%-%-%19%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1*1--1*--1----1NET: Satisfied
100%100%100%-%-%100%100%-%-%100%-%-%-%-%100%

---------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
Table 92  (continuation)                                                                                                                                                                        Page 926

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from DPD?
Base: All who use DPD and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
-----1121-21-11-3Unweighted total
-----**1*-1*-**-1Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-----------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----*-**-**-**-1Fairly Satisfied
-%-%-%-%-%100%-%64%100%-%64%100%-%100%100%-%81%

------**--*-----*Very Satisfied
-%-%-%-%-%-%100%36%-%-%36%-%-%-%-%-%19%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----**1*-1*-**-1NET: Satisfied
-%-%-%-%-%100%100%100%100%-%100%100%-%100%100%-%100%

-----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from DPD?
Base: All who use DPD and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
-3-213-2---13Unweighted total
-1-1*1-1---*1Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-1-**1-*---*1Fairly Satisfied
-%81%-%64%100%81%-%64%-%-%-%100%81%

-*-*-*-*----*Very Satisfied
-%19%-%36%-%19%-%36%-%-%-%-%19%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-1-1*1-1---*1NET: Satisfied
-%100%-%100%100%100%-%100%-%-%-%100%100%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
Table 92  (continuation)                                                                                                                                                                        Page 928

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from DPD?
Base: All who use DPD and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
-23--311-322221-3Unweighted total
-11--1**-11111*-1Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-----------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*1--1**-1*****-1Fairly Satisfied
-%70%81%-%-%81%100%100%-%81%70%70%70%64%100%-%81%

-**--*---*****--*Very Satisfied
-%30%19%-%-%19%-%-%-%19%30%30%30%36%-%-%19%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-11--1**-11111*-1NET: Satisfied
-%100%100%-%-%100%100%100%-%100%100%100%100%100%100%-%100%

-----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from DPD?
Base: All who use DPD and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
-12232-333333--213Unweighted total
-*1111-111111--1*1Weighted total

------------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
------------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-**11*-111111--*-1Fairly Satisfied
-%100%64%100%81%64%-%81%81%81%81%81%81%-%-%70%-%81%

--*-**-******--***Very Satisfied
-%-%36%-%19%36%-%19%19%19%19%19%19%-%-%30%100%19%

Don't Know (DO NOT READ
------------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*1111-111111--1*1NET: Satisfied
-%100%100%100%100%100%-%100%100%100%100%100%100%-%-%100%100%100%

------------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from DPD?
Base: All who use DPD and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
3-3--3-3122-13Unweighted total
1-1--1-1*11-*1Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1-1--1-1-1*-*1Fairly Satisfied
81%-%81%-%-%81%-%81%-%100%70%-%100%81%

*-*--*-**-*--*Very Satisfied
19%-%19%-%-%19%-%19%100%-%30%-%-%19%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1-1--1-1*11-*1NET: Satisfied
100%-%100%-%-%100%-%100%100%100%100%-%100%100%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from DPD?
Base: All who use DPD and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthMonthother main provider

DecJunFebDissatisfiedSatisfiedTOTAL

*a*a*a*b*aSignificance Level: 95%
111-33Unweighted total
***-11Weighted total

------Very Dissatisfied
-%-%-%-%-%-%

------Fairly Dissatisfied
-%-%-%-%-%-%

Neither Satisfied Nor
------Dissatisfied
-%-%-%-%-%-%

*-*-11Fairly Satisfied
100%-%100%-%81%81%

-*--**Very Satisfied
-%100%-%-%19%19%

Don't Know (DO NOT READ
------OUT)
-%-%-%-%-%-%

***-11NET: Satisfied
100%100%100%-%100%100%

------NET: Dissatisfied
-%-%-%-%-%-%

Columns Tested: a,b

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from DPD?
Base: All who use DPD and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
---1---------1Unweighted total
---*---------*Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---*---------*Very Satisfied
-%-%-%100%-%-%-%-%-%-%-%-%-%100%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---*---------*NET: Satisfied
-%-%-%100%-%-%-%-%-%-%-%-%-%100%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Neo Post?
Base: All who use Neo Post and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
-1----1---1---1Unweighted total
-*----*---*---*Weighted total

---------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
---------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*----*---*---*Very Satisfied
-%100%-%-%-%-%100%-%-%-%100%-%-%-%100%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*----*---*---*NET: Satisfied
-%100%-%-%-%-%100%-%-%-%100%-%-%-%100%

---------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Neo Post?
Base: All who use Neo Post and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
---1----1--1----1Unweighted total
---*----*--*----*Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-----------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---*----*--*----*Very Satisfied
-%-%-%100%-%-%-%-%100%-%-%100%-%-%-%-%100%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---*----*--*----*NET: Satisfied
-%-%-%100%-%-%-%-%100%-%-%100%-%-%-%-%100%

-----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Neo Post?
Base: All who use Neo Post and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
1--1-1------1Unweighted total
*--*-*------*Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

*--*-*------*Very Satisfied
100%-%-%100%-%100%-%-%-%-%-%-%100%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

*--*-*------*NET: Satisfied
100%-%-%100%-%100%-%-%-%-%-%-%100%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
Table 93  (continuation)                                                                                                                                                                        Page 936

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Neo Post?
Base: All who use Neo Post and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
-1----1-1-111--11Unweighted total
-*----*-*-***--**Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-----------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*----*-*-***--**Very Satisfied
-%100%-%-%-%-%100%-%100%-%100%100%100%-%-%100%100%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*----*-*-***--**NET: Satisfied
-%100%-%-%-%-%100%-%100%-%100%100%100%-%-%100%100%

-----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Neo Post?
Base: All who use Neo Post and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
--1-11-11111-----1Unweighted total
--*-**-*****-----*Weighted total

------------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
------------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--*-**-*****-----*Very Satisfied
-%-%100%-%100%100%-%100%100%100%100%100%-%-%-%-%-%100%

Don't Know (DO NOT READ
------------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--*-**-*****-----*NET: Satisfied
-%-%100%-%100%100%-%100%100%100%100%100%-%-%-%-%-%100%

------------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Neo Post?
Base: All who use Neo Post and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
1------1-11--1Unweighted total
*------*-**--*Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*------*-**--*Very Satisfied
100%-%-%-%-%-%-%100%-%100%100%-%-%100%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*------*-**--*NET: Satisfied
100%-%-%-%-%-%-%100%-%100%100%-%-%100%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Neo Post?
Base: All who use Neo Post and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
Monthother main provider

MarDissatisfiedSatisfiedTOTAL

*a*b*aSignificance Level: 95%
1-11Unweighted total
*-**Weighted total

----Very Dissatisfied
-%-%-%-%

----Fairly Dissatisfied
-%-%-%-%

Neither Satisfied Nor
----Dissatisfied
-%-%-%-%

----Fairly Satisfied
-%-%-%-%

*-**Very Satisfied
100%-%100%100%

Don't Know (DO NOT READ
----OUT)
-%-%-%-%

*-**NET: Satisfied
100%-%100%100%

----NET: Dissatisfied
-%-%-%-%

Columns Tested: a,b

Ofcom; Business Postal Tracker
Table 93  (continuation)                                                                                                                                                                        Page 940

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Neo Post?
Base: All who use Neo Post and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
-3-----------3Unweighted total
-1-----------1Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-1-----------1Fairly Satisfied
-%89%-%-%-%-%-%-%-%-%-%-%-%89%

-*-----------*Very Satisfied
-%11%-%-%-%-%-%-%-%-%-%-%-%11%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-1-----------1NET: Satisfied
-%100%-%-%-%-%-%-%-%-%-%-%-%100%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Fastway Couriers?
Base: All who use Fastway Couriers and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
211--121-1--1-3Unweighted total
1**--*1*-*--*-1Weighted total

---------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
---------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1-----1--*--*-1Fairly Satisfied
100%-%-%-%-%-%100%-%-%100%-%-%100%-%89%

-**--*-*------*Very Satisfied
-%100%100%-%-%100%-%100%-%-%-%-%-%-%11%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1**--*1*-*--*-1NET: Satisfied
100%100%100%-%-%100%100%100%-%100%-%-%100%-%100%

---------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
Table 94  (continuation)                                                                                                                                                                        Page 942

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Fastway Couriers?
Base: All who use Fastway Couriers and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
----11121-21-2-13Unweighted total
----***1*-1*-1-*1Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-----------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----****-**-*-*1Fairly Satisfied
-%-%-%-%-%100%100%81%100%-%81%100%-%81%-%100%89%

----*--*--*--*--*Very Satisfied
-%-%-%-%100%-%-%19%-%-%19%-%-%19%-%-%11%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----***1*-1*-1-*1NET: Satisfied
-%-%-%-%100%100%100%100%100%-%100%100%-%100%-%100%100%

-----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
Table 94  (continuation)                                                                                                                                                                        Page 943

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Fastway Couriers?
Base: All who use Fastway Couriers and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
12-3-12--2-13Unweighted total
*1-1-*1--1-*1Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

**-1-**--*-*1Fairly Satisfied
100%80%-%89%-%100%80%-%-%81%-%100%89%

-*-*--*--*--*Very Satisfied
-%20%-%11%-%-%20%-%-%19%-%-%11%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

*1-1-*1--1-*1NET: Satisfied
100%100%-%100%-%100%100%-%-%100%-%100%100%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
Table 94  (continuation)                                                                                                                                                                        Page 944

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Fastway Couriers?
Base: All who use Fastway Couriers and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
232--31313323-213Unweighted total
111--1*1*1111-1*1Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-----------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*11--1-1-11*1-**1Fairly Satisfied
81%89%100%-%-%89%-%89%-%89%89%81%89%-%80%100%89%

**---********-*-*Very Satisfied
19%11%-%-%-%11%100%11%100%11%11%19%11%-%20%-%11%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

111--1*1*1111-1*1NET: Satisfied
100%100%100%-%-%100%100%100%100%100%100%100%100%-%100%100%100%

-----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
Table 94  (continuation)                                                                                                                                                                        Page 945

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Fastway Couriers?
Base: All who use Fastway Couriers and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
111231-333332--123Unweighted total
***11*-111111--*11Weighted total

------------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
------------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-***1*-11111*---*1Fairly Satisfied
-%100%100%81%89%100%-%89%89%89%89%89%80%-%-%-%80%89%

*--**--******--***Very Satisfied
100%-%-%19%11%-%-%11%11%11%11%11%20%-%-%100%20%11%

Don't Know (DO NOT READ
------------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

***11*-111111--*11NET: Satisfied
100%100%100%100%100%100%-%100%100%100%100%100%100%-%-%100%100%100%

------------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
Table 94  (continuation)                                                                                                                                                                        Page 946

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Fastway Couriers?
Base: All who use Fastway Couriers and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
2111-2-3-31113Unweighted total
1***-1-1-1***1Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1-*--*-1-1**-1Fairly Satisfied
100%-%100%-%-%80%-%89%-%89%100%100%-%89%

-*-*-*-*-*--**Very Satisfied
-%100%-%100%-%20%-%11%-%11%-%-%100%11%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1***-1-1-1***1NET: Satisfied
100%100%100%100%-%100%-%100%-%100%100%100%100%100%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
Table 94  (continuation)                                                                                                                                                                        Page 947

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Fastway Couriers?
Base: All who use Fastway Couriers and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthother main provider

NovFebDissatisfiedSatisfiedTOTAL

*a*a*b*aSignificance Level: 95%
12-33Unweighted total
*1-11Weighted total

-----Very Dissatisfied
-%-%-%-%-%

-----Fairly Dissatisfied
-%-%-%-%-%

Neither Satisfied Nor
-----Dissatisfied
-%-%-%-%-%

**-11Fairly Satisfied
100%81%-%89%89%

-*-**Very Satisfied
-%19%-%11%11%

Don't Know (DO NOT READ
-----OUT)
-%-%-%-%-%

*1-11NET: Satisfied
100%100%-%100%100%

-----NET: Dissatisfied
-%-%-%-%-%

Columns Tested: a,b - a

Ofcom; Business Postal Tracker
Table 94  (continuation)                                                                                                                                                                        Page 948

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Fastway Couriers?
Base: All who use Fastway Couriers and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
1-------1----1Unweighted total
1-------1----1Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1-------1----1Very Satisfied
100%-%-%-%-%-%-%-%100%-%-%-%-%100%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1-------1----1NET: Satisfied
100%-%-%-%-%-%-%-%100%-%-%-%-%100%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
Table 95                                                                                                                                                                                        Page 949

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Parcels to go?
Base: All who use Parcels to go and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
-1----1--1----1Unweighted total
-1----1--1----1Weighted total

---------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
---------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-1----1--1----1Very Satisfied
-%100%-%-%-%-%100%-%-%100%-%-%-%-%100%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-1----1--1----1NET: Satisfied
-%100%-%-%-%-%100%-%-%100%-%-%-%-%100%

---------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
Table 95  (continuation)                                                                                                                                                                        Page 950

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Parcels to go?
Base: All who use Parcels to go and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
------11--1-----1Unweighted total
------11--1-----1Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-----------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------11--1-----1Very Satisfied
-%-%-%-%-%-%100%100%-%-%100%-%-%-%-%-%100%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------11--1-----1NET: Satisfied
-%-%-%-%-%-%100%100%-%-%100%-%-%-%-%-%100%

-----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
Table 95  (continuation)                                                                                                                                                                        Page 951

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Parcels to go?
Base: All who use Parcels to go and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
-1-1-1----1-1Unweighted total
-1-1-1----1-1Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-1-1-1----1-1Very Satisfied
-%100%-%100%-%100%-%-%-%-%100%-%100%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-1-1-1----1-1NET: Satisfied
-%100%-%100%-%100%-%-%-%-%100%-%100%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
Table 95  (continuation)                                                                                                                                                                        Page 952

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Parcels to go?
Base: All who use Parcels to go and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
-11--111-11-11--1Unweighted total
-11--111-11-11--1Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-----------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-11--111-11-11--1Very Satisfied
-%100%100%-%-%100%100%100%-%100%100%-%100%100%-%-%100%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-11--111-11-11--1NET: Satisfied
-%100%100%-%-%100%100%100%-%100%100%-%100%100%-%-%100%

-----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
Table 95  (continuation)                                                                                                                                                                        Page 953

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Parcels to go?
Base: All who use Parcels to go and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
--1-11-111111--111Unweighted total
--1-11-111111--111Weighted total

------------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
------------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--1-11-111111--111Very Satisfied
-%-%100%-%100%100%-%100%100%100%100%100%100%-%-%100%100%100%

Don't Know (DO NOT READ
------------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--1-11-111111--111NET: Satisfied
-%-%100%-%100%100%-%100%100%100%100%100%100%-%-%100%100%100%

------------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
Table 95  (continuation)                                                                                                                                                                        Page 954

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Parcels to go?
Base: All who use Parcels to go and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
1-1----1-11--1Unweighted total
1-1----1-11--1Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1-1----1-11--1Very Satisfied
100%-%100%-%-%-%-%100%-%100%100%-%-%100%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1-1----1-11--1NET: Satisfied
100%-%100%-%-%-%-%100%-%100%100%-%-%100%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
Table 95  (continuation)                                                                                                                                                                        Page 955

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Parcels to go?
Base: All who use Parcels to go and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
Monthother main provider

OctDissatisfiedSatisfiedTOTAL

*a*b*aSignificance Level: 95%
1-11Unweighted total
1-11Weighted total

----Very Dissatisfied
-%-%-%-%

----Fairly Dissatisfied
-%-%-%-%

Neither Satisfied Nor
----Dissatisfied
-%-%-%-%

----Fairly Satisfied
-%-%-%-%

1-11Very Satisfied
100%-%100%100%

Don't Know (DO NOT READ
----OUT)
-%-%-%-%

1-11NET: Satisfied
100%-%100%100%

----NET: Dissatisfied
-%-%-%-%

Columns Tested: a,b - a

Ofcom; Business Postal Tracker
Table 95  (continuation)                                                                                                                                                                        Page 956

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Parcels to go?
Base: All who use Parcels to go and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
---1---------1Unweighted total
---*---------*Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---*---------*Fairly Satisfied
-%-%-%100%-%-%-%-%-%-%-%-%-%100%

--------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---*---------*NET: Satisfied
-%-%-%100%-%-%-%-%-%-%-%-%-%100%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Legal Post?
Base: All who use Legal Post and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
1-1-1--1------1Unweighted total
*-*-*--*------*Weighted total

---------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
---------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*-*-*--*------*Fairly Satisfied
100%-%100%-%100%-%-%100%-%-%-%-%-%-%100%

---------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*-*-*--*------*NET: Satisfied
100%-%100%-%100%-%-%100%-%-%-%-%-%-%100%

---------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Legal Post?
Base: All who use Legal Post and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
----1---1--1----1Unweighted total
----*---*--*----*Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-----------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----*---*--*----*Fairly Satisfied
-%-%-%-%100%-%-%-%100%-%-%100%-%-%-%-%100%

-----------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----*---*--*----*NET: Satisfied
-%-%-%-%100%-%-%-%100%-%-%100%-%-%-%-%100%

-----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
Table 96  (continuation)                                                                                                                                                                        Page 959

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Legal Post?
Base: All who use Legal Post and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
-1--1-1----11Unweighted total
-*--*-*----**Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-*--*-*----**Fairly Satisfied
-%100%-%-%100%-%100%-%-%-%-%100%100%

-------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-*--*-*----**NET: Satisfied
-%100%-%-%100%-%100%-%-%-%-%100%100%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Legal Post?
Base: All who use Legal Post and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
-1---111-1111--11Unweighted total
-*---***-****--**Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-----------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*---***-****--**Fairly Satisfied
-%100%-%-%-%100%100%100%-%100%100%100%100%-%-%100%100%

-----------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*---***-****--**NET: Satisfied
-%100%-%-%-%100%100%100%-%100%100%100%100%-%-%100%100%

-----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
Table 96  (continuation)                                                                                                                                                                        Page 961

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Legal Post?
Base: All who use Legal Post and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
-1--1--111111--111Unweighted total
-*--*--******--***Weighted total

------------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
------------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*--*--******--***Fairly Satisfied
-%100%-%-%100%-%-%100%100%100%100%100%100%-%-%100%100%100%

------------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
------------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*--*--******--***NET: Satisfied
-%100%-%-%100%-%-%100%100%100%100%100%100%-%-%100%100%100%

------------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Legal Post?
Base: All who use Legal Post and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
1-1--1-1-11--1Unweighted total
*-*--*-*-**--*Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*-*--*-*-**--*Fairly Satisfied
100%-%100%-%-%100%-%100%-%100%100%-%-%100%

--------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*-*--*-*-**--*NET: Satisfied
100%-%100%-%-%100%-%100%-%100%100%-%-%100%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Legal Post?
Base: All who use Legal Post and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
Monthother main provider

DecDissatisfiedSatisfiedTOTAL

*a*b*aSignificance Level: 95%
1-11Unweighted total
*-**Weighted total

----Very Dissatisfied
-%-%-%-%

----Fairly Dissatisfied
-%-%-%-%

Neither Satisfied Nor
----Dissatisfied
-%-%-%-%

*-**Fairly Satisfied
100%-%100%100%

----Very Satisfied
-%-%-%-%

Don't Know (DO NOT READ
----OUT)
-%-%-%-%

*-**NET: Satisfied
100%-%100%100%

----NET: Dissatisfied
-%-%-%-%

Columns Tested: a,b

Ofcom; Business Postal Tracker
Table 96  (continuation)                                                                                                                                                                        Page 964

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Legal Post?
Base: All who use Legal Post and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
1---1--------1Unweighted total
1---1--------1Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1---1--------1Very Satisfied
100%-%-%-%100%-%-%-%-%-%-%-%-%100%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1---1--------1NET: Satisfied
100%-%-%-%100%-%-%-%-%-%-%-%-%100%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Collect Plus?
Base: All who use Collect Plus and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
1-----1--1----1Unweighted total
1-----1--1----1Weighted total

---------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
---------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1-----1--1----1Very Satisfied
100%-%-%-%-%-%100%-%-%100%-%-%-%-%100%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1-----1--1----1NET: Satisfied
100%-%-%-%-%-%100%-%-%100%-%-%-%-%100%

---------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Collect Plus?
Base: All who use Collect Plus and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
---1---1--1----11Unweighted total
---1---1--1----11Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-----------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---1---1--1----11Very Satisfied
-%-%-%100%-%-%-%100%-%-%100%-%-%-%-%100%100%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---1---1--1----11NET: Satisfied
-%-%-%100%-%-%-%100%-%-%100%-%-%-%-%100%100%

-----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Collect Plus?
Base: All who use Collect Plus and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
-1--1-1--1--1Unweighted total
-1--1-1--1--1Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-1--1-1--1--1Very Satisfied
-%100%-%-%100%-%100%-%-%100%-%-%100%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-1--1-1--1--1NET: Satisfied
-%100%-%-%100%-%100%-%-%100%-%-%100%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Collect Plus?
Base: All who use Collect Plus and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
11---1-1-11111--1Unweighted total
11---1-1-11111--1Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-----------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

11---1-1-11111--1Very Satisfied
100%100%-%-%-%100%-%100%-%100%100%100%100%100%-%-%100%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

11---1-1-11111--1NET: Satisfied
100%100%-%-%-%100%-%100%-%100%100%100%100%100%-%-%100%

-----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Collect Plus?
Base: All who use Collect Plus and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
-1-111-111111--1-1Unweighted total
-1-111-111111--1-1Weighted total

------------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
------------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-1-111-111111--1-1Very Satisfied
-%100%-%100%100%100%-%100%100%100%100%100%100%-%-%100%-%100%

Don't Know (DO NOT READ
------------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-1-111-111111--1-1NET: Satisfied
-%100%-%100%100%100%-%100%100%100%100%100%100%-%-%100%-%100%

------------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Collect Plus?
Base: All who use Collect Plus and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
1--1-1-11---11Unweighted total
1--1-1-11---11Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1--1-1-11---11Very Satisfied
100%-%-%100%-%100%-%100%100%-%-%-%100%100%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1--1-1-11---11NET: Satisfied
100%-%-%100%-%100%-%100%100%-%-%-%100%100%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Collect Plus?
Base: All who use Collect Plus and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
Monthother main provider

JunDissatisfiedSatisfiedTOTAL

*a*b*aSignificance Level: 95%
1-11Unweighted total
1-11Weighted total

----Very Dissatisfied
-%-%-%-%

----Fairly Dissatisfied
-%-%-%-%

Neither Satisfied Nor
----Dissatisfied
-%-%-%-%

----Fairly Satisfied
-%-%-%-%

1-11Very Satisfied
100%-%100%100%

Don't Know (DO NOT READ
----OUT)
-%-%-%-%

1-11NET: Satisfied
100%-%100%100%

----NET: Dissatisfied
-%-%-%-%

Columns Tested: a,b

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Collect Plus?
Base: All who use Collect Plus and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
1------1-----1Unweighted total
2------2-----2Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2------2-----2Fairly Dissatisfied
100%-%-%-%-%-%-%100%-%-%-%-%-%100%

Neither Satisfied Nor
--------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2------2-----2NET: Dissatisfied
100%-%-%-%-%-%-%100%-%-%-%-%-%100%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Interparcel?
Base: All who use Interparcel and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
1-----11------1Unweighted total
2-----22------2Weighted total

---------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2-----22------2Fairly Dissatisfied
100%-%-%-%-%-%100%100%-%-%-%-%-%-%100%

Neither Satisfied Nor
---------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2-----22------2NET: Dissatisfied
100%-%-%-%-%-%100%100%-%-%-%-%-%-%100%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Interparcel?
Base: All who use Interparcel and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
------11--1--1--1Unweighted total
------22--2--2--2Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------22--2--2--2Fairly Dissatisfied
-%-%-%-%-%-%100%100%-%-%100%-%-%100%-%-%100%

Neither Satisfied Nor
-----------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------22--2--2--2NET: Dissatisfied
-%-%-%-%-%-%100%100%-%-%100%-%-%100%-%-%100%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Interparcel?
Base: All who use Interparcel and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
-1-1-1-----11Unweighted total
-2-2-2-----22Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-2-2-2-----22Fairly Dissatisfied
-%100%-%100%-%100%-%-%-%-%-%100%100%

Neither Satisfied Nor
-------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-2-2-2-----22NET: Dissatisfied
-%100%-%100%-%100%-%-%-%-%-%100%100%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Interparcel?
Base: All who use Interparcel and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
-11--111-1-----11Unweighted total
-22--222-2-----22Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-22--222-2-----22Fairly Dissatisfied
-%100%100%-%-%100%100%100%-%100%-%-%-%-%-%100%100%

Neither Satisfied Nor
-----------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-22--222-2-----22NET: Dissatisfied
-%100%100%-%-%100%100%100%-%100%-%-%-%-%-%100%100%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Interparcel?
Base: All who use Interparcel and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
--111--111111---11Unweighted total
--222--222222---22Weighted total

------------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--222--222222---22Fairly Dissatisfied
-%-%100%100%100%-%-%100%100%100%100%100%100%-%-%-%100%100%

Neither Satisfied Nor
------------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
------------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--222--222222---22NET: Dissatisfied
-%-%100%100%100%-%-%100%100%100%100%100%100%-%-%-%100%100%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Interparcel?
Base: All who use Interparcel and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
-11--1-1-1--11Unweighted total
-22--2-2-2--22Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-22--2-2-2--22Fairly Dissatisfied
-%100%100%-%-%100%-%100%-%100%-%-%100%100%

Neither Satisfied Nor
--------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-22--2-2-2--22NET: Dissatisfied
-%100%100%-%-%100%-%100%-%100%-%-%100%100%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Interparcel?
Base: All who use Interparcel and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
Monthother main provider

DecDissatisfiedSatisfiedTOTAL

*a*b*aSignificance Level: 95%
11-1Unweighted total
22-2Weighted total

----Very Dissatisfied
-%-%-%-%

22-2Fairly Dissatisfied
100%100%-%100%

Neither Satisfied Nor
----Dissatisfied
-%-%-%-%

----Fairly Satisfied
-%-%-%-%

----Very Satisfied
-%-%-%-%

Don't Know (DO NOT READ
----OUT)
-%-%-%-%

----NET: Satisfied
-%-%-%-%

22-2NET: Dissatisfied
100%100%-%100%

Columns Tested: a,b

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Interparcel?
Base: All who use Interparcel and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
152172620191913171719142113215Unweighted total
181688142126281416252314203Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

6----*-5----16Fairly Dissatisfied
4%-%-%-%-%1%-%17%-%-%-%-%11%3%

Neither Satisfied Nor
17*1132-*4151-19Dissatisfied

9%2%7%11%20%9%-%1%27%9%22%6%-%9%

9134381011173617127101Fairly Satisfied
50%58%50%33%53%49%41%62%25%36%68%50%52%50%

642354915679*10574Very Satisfied
36%40%38%56%26%42%59%20%48%55%2%44%37%37%

Don't Know (DO NOT READ
2-*-------2--3OUT)
1%-%5%-%-%-%-%-%-%-%9%-%-%1%

155677111926231015182212175NET: Satisfied
86%98%88%89%80%90%100%82%73%91%69%94%89%86%

6----*-5----16NET: Dissatisfied
4%-%-%-%-%1%-%17%-%-%-%-%11%3%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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QOP1a. ALL PROVIDERS OTHER THAN RM. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from [QV5C
provider]?
Base: All who use [QV5C provider] and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

bae*d*cbag*fe*d*cb*aSignificance Level: 95%
1081077213154414372672115386215Unweighted total

961071332819067779105256203Weighted total

---------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

43*--*64-*--2-6Fairly Dissatisfied
4%2%1%-%-%2%3%6%-%*%-%-%10%-%3%

e

Neither Satisfied Nor
3162**11711-4*-1119Dissatisfied
3%15%13%9%14%15%9%16%-%5%4%-%5%21%9%

be

47546123953644243102101Fairly Satisfied
49%50%46%42%62%43%50%54%56%53%41%50%40%29%50%

4133511369143336311374Very Satisfied
43%31%39%49%23%40%36%21%38%42%55%50%45%50%37%

gg

Don't Know (DO NOT READ
*2----32*-----3OUT)
*%2%-%-%-%-%1%4%6%-%-%-%-%-%1%

89871122616450675105215175NET: Satisfied
93%81%85%91%86%83%86%75%94%95%96%100%85%79%86%

ag

43*--*64-*--2-6NET: Dissatisfied
4%2%1%-%-%2%3%6%-%*%-%-%10%-%3%

e
Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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QOP1a. ALL PROVIDERS OTHER THAN RM. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from [QV5C
provider]?
Base: All who use [QV5C provider] and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*cbacb*aba*d*c*baSignificance Level: 95%
-151821263889112861711210314241879215Unweighted total
-361521351138696218611722314101203Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---*2-26*-6*-2*46Fairly Dissatisfied
-%-%-%1%11%-%2%7%*%-%7%*%-%10%1%4%3%

ba

Neither Satisfied Nor
-**1141151045141**1419Dissatisfied
-%12%7%10%3%12%10%5%10%21%5%12%23%1%3%14%9%

-114141559395393962115842101Fairly Satisfied
-%42%24%26%64%43%52%45%55%44%45%53%40%65%54%42%50%

-247416403334733411364174Very Satisfied
-%47%69%46%19%45%35%39%35%35%39%35%36%14%41%41%37%

Don't Know (DO NOT READ
---2*--3--3--2--3OUT)
-%-%-%16%2%-%-%3%-%-%3%-%-%10%-%-%1%

-3611183199728717721032181483175NET: Satisfied
-%88%93%73%83%88%88%84%90%79%84%88%77%79%96%82%86%

---*2-26*-6*-2*46NET: Dissatisfied
-%-%-%1%11%-%2%7%*%-%7%*%-%10%1%4%3%

ba
Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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QOP1a. ALL PROVIDERS OTHER THAN RM. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from [QV5C
provider]?
Base: All who use [QV5C provider] and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cb*ababa*e*d*c*baSignificance Level: 95%
14201-1011147214318131927123215Unweighted total

8196-96107691341491625123203Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-6-6*6*--2-46Fairly Dissatisfied
-%3%-%6%*%9%*%-%-%15%-%3%3%

aa

Neither Satisfied Nor
*18-5137122*-11519Dissatisfied
3%9%-%5%12%10%9%10%2%-%4%12%9%

596-524930717251265101Fairly Satisfied
66%49%-%54%46%44%53%51%26%31%48%53%50%

272-33412648666123974Very Satisfied
32%37%-%34%39%38%36%38%72%40%48%32%37%

Don't Know (DO NOT READ
-3--3-3--2-*3OUT)
-%1%-%-%3%-%2%-%-%15%-%*%1%

7168-8591571191381125104175NET: Satisfied
97%86%-%88%85%81%89%90%98%71%96%84%86%

-6-6*6*--2-46NET: Dissatisfied
-%3%-%6%*%9%*%-%-%15%-%3%3%

aa
Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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QOP1a. ALL PROVIDERS OTHER THAN RM. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from [QV5C
provider]?
Base: All who use [QV5C provider] and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
451981256811311479975175194148183814487215Unweighted total
2818611862*1261249860167171122158743986203Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-54*-656*64431236Fairly Dissatisfied
-%3%3%*%-%5%4%6%*%4%2%3%2%2%6%3%3%

ae

Neither Satisfied Nor
216511-612581416111253919Dissatisfied
6%9%4%17%-%5%10%5%13%8%10%9%8%7%7%11%9%

a

13945233-5954352782845782272348101Fairly Satisfied
45%51%44%54%-%47%43%36%44%49%49%46%52%37%59%56%50%

fffcc

11675517*525349236363475837112674Very Satisfied
41%36%46%28%100%41%42%50%38%38%37%39%37%50%27%31%37%

acab

Don't Know (DO NOT READ
233*-2*2333333--3OUT)
8%2%2%1%-%2%*%2%5%2%2%2%2%4%-%-%1%

bg

2416210651*1111068449144147104140653474175NET: Satisfied
85%87%90%82%100%88%86%86%82%86%86%85%89%87%87%86%86%

-54*-656*64431236NET: Dissatisfied
-%3%3%*%-%5%4%6%*%4%2%3%2%2%6%3%3%

ae

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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QOP1a. ALL PROVIDERS OTHER THAN RM. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from [QV5C
provider]?
Base: All who use [QV5C provider] and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*cbacba*fedcbac*b*abaSignificance Level: 95%
1414554552041471210190210192209175314133145215Unweighted total

913160421891362198180196176194173311115136203Weighted total

------------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-42262-666666--336Fairly Dissatisfied
-%3%4%6%3%1%-%3%4%3%4%3%4%-%-%2%2%3%

Neither Satisfied Nor
313321614-1914171517152*101519Dissatisfied

28%10%5%4%9%11%-%9%8%9%8%9%9%50%2%9%11%9%

36137229867-9994101969989*45969101Fairly Satisfied
36%46%61%52%52%50%-%50%52%52%55%51%51%5%35%52%51%50%

35117166649272646856686017414774Very Satisfied
36%39%29%38%35%36%100%36%35%35%32%35%35%45%64%35%35%37%

Don't Know (DO NOT READ
-2*-33-333333--233OUT)
-%2%1%-%1%2%-%1%2%1%2%1%2%-%-%2%2%1%

711254381641172171157169152168149211100116175NET: Satisfied
72%85%90%90%87%86%100%86%87%86%86%86%86%50%98%87%85%86%

-42262-666666--336NET: Dissatisfied
-%3%4%6%3%1%-%3%4%3%4%3%4%-%-%2%2%3%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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QOP1a. ALL PROVIDERS OTHER THAN RM. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from [QV5C
provider]?
Base: All who use [QV5C provider] and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

baba*ba*babac*baSignificance Level: 95%
1704514952131478207711441302458215Unweighted total
1663714056161437196741291192258203Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-642-6-643-346Fairly Dissatisfied
-%17%3%4%-%4%-%3%5%2%-%12%7%3%

bc

Neither Satisfied Nor
109153-1421781110*819Dissatisfied

6%24%11%5%-%10%24%9%10%8%9%1%14%9%

b

90116630668299287262926101Fairly Satisfied
54%30%47%53%37%47%26%51%39%56%52%41%44%50%

ab

6685418755371344144102074Very Satisfied
40%22%38%33%48%38%49%36%46%31%37%46%35%37%

aa

Don't Know (DO NOT READ
*2*22--3-33--3OUT)
*%6%*%4%15%-%-%1%-%2%2%-%-%1%

bb

1561912048131235170621131061946175NET: Satisfied
94%53%86%86%85%86%76%87%84%87%89%87%80%86%

a

-642-6-643-346NET: Dissatisfied
-%17%3%4%-%4%-%3%5%2%-%12%7%3%

bc
Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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QOP1a. ALL PROVIDERS OTHER THAN RM. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from [QV5C
provider]?
Base: All who use [QV5C provider] and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthMonthother main provider

DecNovOctJunMayAprMarFebJanDissatisfiedSatisfiedTOTAL

*c*b*ac*b*a*cb*a*baSignificance Level: 95%
2615233816122135294188215Unweighted total
251822352272525236175203Weighted total

------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%

2-2---2--6-6Fairly Dissatisfied
9%-%8%-%-%-%10%-%-%100%-%3%

Neither Satisfied Nor
23134*3*3--19Dissatisfied
6%16%3%9%17%6%12%1%11%-%-%9%

131261712281317-101101Fairly Satisfied
51%67%28%48%54%32%34%52%74%-%58%50%

8311156411123-7474Very Satisfied
32%17%50%43%29%62%45%47%15%-%42%37%

Don't Know (DO NOT READ
*-2--------3OUT)
2%-%11%-%-%-%-%-%-%-%-%1%

21151732187202521-175175NET: Satisfied
83%84%78%91%83%94%79%99%89%-%100%86%

2-2---2--6-6NET: Dissatisfied
9%-%8%-%-%-%10%-%-%100%-%3%

Columns Tested: a,b - a,b,c - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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QOP1a. ALL PROVIDERS OTHER THAN RM. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from [QV5C
provider]?
Base: All who use [QV5C provider] and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



FastwayNeo PostDPDLocalAPCInterlinkTNTPitneyDXFedExHermesParcelforceYodelUPSUK MailTNTDHL
CouriersCourier/ExpressBowes

Interlink
Express /

Direct

3132252314172638102091726Unweighted total
1*1125238163734719121228Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------22---Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%24%13%-%-%-%

Neither Satisfied Nor
---*-*--1116***33Dissatisfied
-%-%-%72%-%3%-%-%15%8%3%18%6%1%3%25%11%

1-1--2221721191108417Fairly Satisfied
89%-%81%-%-%39%100%90%15%45%58%56%12%52%71%34%61%

****23-*5714947355Very Satisfied
11%100%19%28%100%58%-%10%65%47%39%26%58%35%26%41%19%

Don't Know (DO NOT READ
--------*-------2OUT)
-%-%-%-%-%-%-%-%5%-%-%-%-%-%-%-%9%

1*1*2523614362851711922NET: Satisfied
100%100%100%28%100%97%100%100%79%92%97%82%70%87%97%75%80%

------------22---NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%24%13%-%-%-%

Ofcom; Business Postal Tracker
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QOP1a. SUMMARY. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from [QV5c provider]?
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



OtherInterparcelCollectLegal PostParcels
answersPlusto go

*e*d*c*b*aSignificance Level: 95%
131111Unweighted total
1121*1Weighted total

-----Very Dissatisfied
-%-%-%-%-%

-2---Fairly Dissatisfied
-%100%-%-%-%

Neither Satisfied Nor
1----Dissatisfied

13%-%-%-%-%

4--*-Fairly Satisfied
32%-%-%100%-%

6-1-1Very Satisfied
55%-%100%-%100%

Don't Know (DO NOT READ
-----OUT)
-%-%-%-%-%

10-1*1NET: Satisfied
87%-%100%100%100%

-2---NET: Dissatisfied
-%100%-%-%-%

Columns Tested: a,b,c,d,e
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Table 100  (continuation)                                                                                                                                                                       Page 990

QOP1a. SUMMARY. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from [QV5c provider]?
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
152172620191913171719142113215Unweighted total
181688142126281416252314203Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1-*-*---1----2Fairly Dissatisfied
1%-%5%-%2%-%-%-%9%-%-%-%-%1%

Neither Satisfied Nor
27*1*32*55154229Dissatisfied
15%3%13%5%20%9%1%17%36%7%21%19%13%14%

7132355151724105779Fairly Satisfied
39%47%26%40%34%26%59%62%13%26%38%23%49%39%

5834458103511*12368Very Satisfied
32%50%44%50%34%41%40%12%33%66%2%50%25%34%

Don't Know (DO NOT READ
23-1*15-21-102225OUT)
13%-%11%5%10%25%-%9%9%-%39%8%12%12%

12866710142621615101710147NET: Satisfied
71%97%70%89%68%66%99%74%46%93%40%73%75%73%

1-*-*---1----2NET: Dissatisfied
1%-%5%-%2%-%-%-%9%-%-%-%-%1%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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Delivery time (when you receive your mail delivery) (QOP2. As a recipient and sender of mail, how would you rate the performance of [QV5c provider] in the following areas?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

bae*d*cbag*fe*d*cb*aSignificance Level: 95%
1081077213154414372672115386215Unweighted total

961071332819067779105256203Weighted total

---------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-2**--2*--1-*-2Fairly Dissatisfied
-%2%2%9%-%-%1%1%-%-%12%-%1%-%1%

Neither Satisfied Nor
111821*12717-6*-4-29Dissatisfied
12%16%13%23%7%12%14%26%-%7%4%-%17%-%14%

e

36434*127525433634279Fairly Satisfied
38%40%29%13%57%25%40%37%53%42%58%53%15%28%39%

bb

3732611462123343112468Very Satisfied
38%30%50%47%36%55%33%18%40%43%26%16%48%72%34%

aagg

Don't Know (DO NOT READ
11131*-12413*5-25-25OUT)
12%13%6%9%-%7%13%19%6%7%-%31%19%-%12%

e

7374102261373666794166147NET: Satisfied
76%69%79%60%93%81%72%55%94%86%84%69%63%100%73%

bg

-2**--2*--1-*-2NET: Dissatisfied
-%2%2%9%-%-%1%1%-%-%12%-%1%-%1%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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Delivery time (when you receive your mail delivery) (QOP2. As a recipient and sender of mail, how would you rate the performance of [QV5c provider] in the following areas?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*cbacb*aba*d*c*baSignificance Level: 95%
-151821263889112861711210314241879215Unweighted total
-361521351138696218611722314101203Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--*---211-11*-*12Fairly Dissatisfied
-%-%4%-%-%-%1%1%1%-%1%1%9%-%3%1%1%

Neither Satisfied Nor
-*127415101541019*121829Dissatisfied
-%12%9%13%30%13%14%12%15%20%12%16%16%6%11%18%14%

-1138134831444314811534079Fairly Satisfied
-%19%13%24%39%37%43%36%45%21%36%41%26%64%18%40%39%

-245316363327833351383968Very Satisfied
-%69%72%36%14%45%32%39%28%37%39%30%49%12%56%39%34%

Don't Know (DO NOT READ
--*44212101051014-42225OUT)
-%-%3%27%16%5%10%12%10%21%12%12%-%17%11%2%12%

-35911298464711264832181179147NET: Satisfied
-%88%85%59%53%83%75%75%73%59%75%71%75%77%75%79%73%

--*---211-11*-*12NET: Dissatisfied
-%-%4%-%-%-%1%1%1%-%1%1%9%-%3%1%1%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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Delivery time (when you receive your mail delivery) (QOP2. As a recipient and sender of mail, how would you rate the performance of [QV5c provider] in the following areas?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cb*ababa*e*d*c*baSignificance Level: 95%
14201-1011147214318131927123215Unweighted total

8196-96107691341491625123203Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-2--2-2-*--22Fairly Dissatisfied
-%1%-%-%2%-%1%-%3%-%-%1%1%

Neither Satisfied Nor
-29-131610193-312129Dissatisfied
-%15%-%14%15%15%14%22%-%16%4%17%14%

376-354422575*4125079Fairly Satisfied
43%39%-%37%41%31%43%37%2%22%49%40%39%

366-36322840585103768Very Satisfied
35%34%-%38%30%41%30%32%93%28%38%30%34%

Don't Know (DO NOT READ
223-12139161*521425OUT)

22%12%-%12%12%13%12%8%2%34%9%12%12%

6141-7276509710882286147NET: Satisfied
78%72%-%74%71%72%73%69%95%50%87%70%73%

-2--2-2-*--22NET: Dissatisfied
-%1%-%-%2%-%1%-%3%-%-%1%1%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c
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Delivery time (when you receive your mail delivery) (QOP2. As a recipient and sender of mail, how would you rate the performance of [QV5c provider] in the following areas?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
451981256811311479975175194148183814487215Unweighted total
2818611862*1261249860167171122158743986203Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*2*1-12-22222-1*2Fairly Dissatisfied
1%1%*%2%-%1%2%-%3%1%1%2%1%-%4%1%1%

Neither Satisfied Nor
3261413-151910524261521871229Dissatisfied

10%14%12%20%-%12%15%11%9%15%15%12%14%11%17%14%14%

8703823-484830285860415822203579Fairly Satisfied
29%37%32%37%-%38%39%31%47%35%35%33%37%30%50%40%39%

bfc

13644913*50424617596248573192968Very Satisfied
46%34%41%21%100%40%34%47%28%35%37%39%36%42%22%33%34%

cegb

Don't Know (DO NOT READ
4251712-1213118232117191331025OUT)

15%13%15%19%-%9%11%11%13%14%12%14%12%17%7%11%12%

a

211338636*9890764511712288115532863147NET: Satisfied
74%72%73%58%100%78%73%78%75%70%72%72%73%72%72%74%73%

c

*2*1-12-22222-1*2NET: Dissatisfied
1%1%*%2%-%1%2%-%3%1%1%2%1%-%4%1%1%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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Delivery time (when you receive your mail delivery) (QOP2. As a recipient and sender of mail, how would you rate the performance of [QV5c provider] in the following areas?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*cbacba*fedcbac*b*abaSignificance Level: 95%
1414554552041471210190210192209175314133145215Unweighted total

913160421891362198180196176194173311115136203Weighted total

------------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-2-*21-22222*-1222Fairly Dissatisfied
-%1%-%1%1%1%-%1%1%1%1%1%*%-%13%2%1%1%

Neither Satisfied Nor
3161032823-272328232627-*192329Dissatisfied

32%12%17%7%15%17%-%14%13%14%13%13%16%-%1%16%17%14%

15424207652-79717674767122454879Fairly Satisfied
12%41%39%46%40%38%-%40%39%39%42%39%41%55%19%39%35%39%

34319156245265606654665417374668Very Satisfied
38%33%32%36%33%33%100%33%33%33%31%34%31%45%65%32%34%34%

Don't Know (DO NOT READ
216742214-252425232521-*121725OUT)

18%12%11%10%12%11%-%13%14%13%13%13%12%-%2%10%13%12%

5974335137972144131141128141125398293147NET: Satisfied
50%74%71%83%73%71%100%73%73%72%73%73%72%100%84%72%69%73%

-2-*21-22222*-1222NET: Dissatisfied
-%1%-%1%1%1%-%1%1%1%1%1%*%-%13%2%1%1%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
Table 101  (continuation)                                                                                                                                                                       Page 996

Delivery time (when you receive your mail delivery) (QOP2. As a recipient and sender of mail, how would you rate the performance of [QV5c provider] in the following areas?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

baba*ba*babac*baSignificance Level: 95%
1704514952131478207711441302458215Unweighted total
1663714056161437196741291192258203Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-211-1-2*2*-22Fairly Dissatisfied
-%5%*%2%-%*%-%1%*%1%*%-%3%1%

b

Neither Satisfied Nor
1811236322-291712174829Dissatisfied
11%29%16%12%18%15%-%15%23%9%14%20%14%14%

ba

6910532225837623554532879Fairly Satisfied
41%28%38%40%14%40%38%39%32%43%38%15%49%39%

6085016552464293938121768Very Satisfied
36%22%36%28%34%36%62%33%40%30%32%53%29%34%

Don't Know (DO NOT READ
1961310512-25421193325OUT)
11%16%9%18%33%8%-%13%5%16%16%12%6%12%

b

1291810338811071415394831545147NET: Satisfied
78%50%74%68%49%76%100%72%72%73%70%69%78%73%

a

-211-1-2*2*-22NET: Dissatisfied
-%5%*%2%-%*%-%1%*%1%*%-%3%1%

b
Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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Delivery time (when you receive your mail delivery) (QOP2. As a recipient and sender of mail, how would you rate the performance of [QV5c provider] in the following areas?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthMonthother main provider

DecNovOctJunMayAprMarFebJanDissatisfiedSatisfiedTOTAL

*c*b*ac*b*a*cb*a*baSignificance Level: 95%
2615233816122135294188215Unweighted total
251822352272525236175203Weighted total

------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%

1--**-----22Fairly Dissatisfied
5%-%-%1%2%-%-%-%-%-%1%1%

Neither Satisfied Nor
65156*42*21629Dissatisfied

25%30%3%14%25%6%15%7%1%37%9%14%

6771010112111646979Fairly Satisfied
22%40%33%28%44%12%46%45%68%60%39%39%

103111654693-6768Very Satisfied
40%17%51%47%24%56%25%37%11%-%38%34%

Don't Know (DO NOT READ
223412335*2225OUT)
8%13%14%11%5%26%13%10%20%3%12%12%

161018261551821184136147NET: Satisfied
62%57%84%74%68%68%71%82%79%60%78%73%

1--**-----22NET: Dissatisfied
5%-%-%1%2%-%-%-%-%-%1%1%

Columns Tested: a,b - a,b,c - a,b,c - a,b,c
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Delivery time (when you receive your mail delivery) (QOP2. As a recipient and sender of mail, how would you rate the performance of [QV5c provider] in the following areas?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
152172620191913171719142113215Unweighted total
181688142126281416252314203Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

**-*-*-------1Fairly Dissatisfied
*%2%-%5%-%1%-%-%-%-%-%-%-%*%

Neither Satisfied Nor
26*2*32-51-83528Dissatisfied
15%2%18%6%19%8%-%18%9%-%31%13%36%14%

7642258101775109483Fairly Satisfied
42%58%20%29%38%40%40%62%52%34%38%37%28%41%

71245610156511310582Very Satisfied
39%38%50%55%42%50%60%20%39%66%11%44%36%40%

Don't Know (DO NOT READ
7-1***----52-8OUT)
4%-%11%5%2%1%-%-%-%-%20%7%-%4%

14766711192623121612199166NET: Satisfied
81%97%70%84%80%90%100%82%91%100%49%80%64%82%

**-*-*-------1NET: Dissatisfied
*%2%-%5%-%1%-%-%-%-%-%-%-%*%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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Delivery consistency / reliability (e.g. arrives as promised consistently) (QOP2. As a recipient and sender of mail, how would you rate the performance of [QV5c provider] in the following areas?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

bae*d*cbag*fe*d*cb*aSignificance Level: 95%
1081077213154414372672115386215Unweighted total

961071332819067779105256203Weighted total

---------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1**-****-*--*-1Fairly Dissatisfied
1%*%2%-%7%1%*%*%-%1%-%-%*%-%*%

Neither Satisfied Nor
13151**12718-5*24-28Dissatisfied
14%14%11%7%7%13%14%27%-%6%4%31%15%-%14%

e

335051147831431319283Fairly Satisfied
35%47%40%28%38%45%41%47%56%39%29%11%36%28%41%

4636611377113417312482Very Satisfied
48%34%43%56%48%38%40%17%38%52%67%58%47%72%40%

agg

Don't Know (DO NOT READ
35**-*86*2--*-8OUT)
3%5%3%9%-%2%4%9%6%2%-%-%1%-%4%

79871122615543672104216166NET: Satisfied
82%81%84%84%86%83%81%64%94%91%96%69%83%100%82%

gg

1**-****-*--*-1NET: Dissatisfied
1%*%2%-%7%1%*%*%-%1%-%-%*%-%*%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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Delivery consistency / reliability (e.g. arrives as promised consistently) (QOP2. As a recipient and sender of mail, how would you rate the performance of [QV5c provider] in the following areas?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*cbacb*aba*d*c*baSignificance Level: 95%
-151821263889112861711210314241879215Unweighted total
-361521351138696218611722314101203Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---**-*1--1-***-1Fairly Dissatisfied
-%-%-%1%1%-%*%1%-%-%1%-%5%1%3%-%*%

Neither Satisfied Nor
-*1*551614861414*2*1928Dissatisfied
-%6%9%2%24%13%14%17%8%30%17%12%12%10%3%19%14%

-12510134630494305311643483Fairly Satisfied
-%29%30%32%47%39%40%35%51%21%35%45%31%68%28%34%41%

c

-2475174638341038441294782Very Satisfied
-%65%61%46%24%48%41%44%35%49%44%38%53%11%65%47%40%

Don't Know (DO NOT READ
---31-536-36-2**8OUT)
-%-%-%19%4%-%4%3%6%-%3%5%-%10%1%*%4%

-361115309168831568972181381166NET: Satisfied
-%94%91%78%71%87%81%79%86%70%79%83%84%79%93%80%82%

---**-*1--1-***-1NET: Dissatisfied
-%-%-%1%1%-%*%1%-%-%1%-%5%1%3%-%*%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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Delivery consistency / reliability (e.g. arrives as promised consistently) (QOP2. As a recipient and sender of mail, how would you rate the performance of [QV5c provider] in the following areas?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cb*ababa*e*d*c*baSignificance Level: 95%
14201-1011147214318131927123215Unweighted total

8196-96107691341491625123203Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-1-1-1----1-1Fairly Dissatisfied
-%*%-%1%-%1%-%-%-%-%3%-%*%

Neither Satisfied Nor
-28-111711173-3-2228Dissatisfied
-%15%-%12%16%16%13%22%-%16%-%18%14%

578-45382855617124983Fairly Satisfied
70%40%-%47%36%40%41%39%7%41%47%40%41%

280-37452755685134682Very Satisfied
30%41%-%38%42%39%41%38%93%28%50%37%40%

Don't Know (DO NOT READ
-8-2626--2-68OUT)
-%4%-%2%6%3%5%-%-%15%-%5%4%

8158-828355110119112595166NET: Satisfied
100%81%-%85%78%80%82%78%100%69%97%77%82%

-1-1-1----1-1NET: Dissatisfied
-%*%-%1%-%1%-%-%-%-%3%-%*%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
Table 102  (continuation)                                                                                                                                                                      Page 1002

Delivery consistency / reliability (e.g. arrives as promised consistently) (QOP2. As a recipient and sender of mail, how would you rate the performance of [QV5c provider] in the following areas?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
451981256811311479975175194148183814487215Unweighted total
2818611862*1261249860167171122158743986203Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

**1--1*1-1***-*11Fairly Dissatisfied
*%*%1%-%-%1%*%1%-%*%*%*%*%-%*%1%*%

Neither Satisfied Nor
2251511-181916426241518761628Dissatisfied
8%14%13%17%-%14%15%16%7%16%14%12%11%9%14%19%14%

10763928-454626266266456625213383Fairly Satisfied
34%41%33%46%-%36%37%27%44%37%39%37%42%34%52%39%41%

fff

12755819*575751267071546637133282Very Satisfied
43%41%49%31%100%46%46%52%44%42%42%45%42%50%32%38%40%

c

Don't Know (DO NOT READ
4854-424488875*38OUT)

14%5%4%6%-%4%1%4%6%5%5%7%4%7%1%4%4%

abg

221529748*103103775213213899133623365166NET: Satisfied
77%82%82%77%100%82%83%79%87%79%81%81%84%85%85%76%82%

**1--1*1-1***-*11NET: Dissatisfied
*%*%1%-%-%1%*%1%-%*%*%*%*%-%*%1%*%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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Delivery consistency / reliability (e.g. arrives as promised consistently) (QOP2. As a recipient and sender of mail, how would you rate the performance of [QV5c provider] in the following areas?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*cbacba*fedcbac*b*abaSignificance Level: 95%
1414554552041471210190210192209175314133145215Unweighted total

913160421891362198180196176194173311115136203Weighted total

------------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-1**11-11111*--**1Fairly Dissatisfied
-%*%*%*%*%*%-%*%*%*%*%*%*%-%-%*%*%*%

Neither Satisfied Nor
218962619-272427242627-*171928Dissatisfied

17%13%16%13%14%14%-%13%13%14%14%13%16%-%1%15%14%14%

24833198158-83778380837123455783Fairly Satisfied
23%37%55%45%43%43%-%42%43%43%45%43%41%55%26%40%42%41%

b

55817187455279717663766718465282Very Satisfied
55%44%29%41%39%40%100%40%40%39%36%39%39%45%73%40%38%40%

Don't Know (DO NOT READ
*8*-83-888888--688OUT)
5%6%1%-%4%3%-%4%4%4%5%4%5%-%-%6%6%4%

71065037155113216214816014316013831191108166NET: Satisfied
78%80%83%87%82%83%100%82%82%81%81%82%79%100%99%79%80%82%

-1**11-11111*--**1NET: Dissatisfied
-%*%*%*%*%*%-%*%*%*%*%*%*%-%-%*%*%*%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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Delivery consistency / reliability (e.g. arrives as promised consistently) (QOP2. As a recipient and sender of mail, how would you rate the performance of [QV5c provider] in the following areas?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

baba*ba*babac*baSignificance Level: 95%
1704514952131478207711441302458215Unweighted total
1663714056161437196741291192258203Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*11--1-1-1*-*1Fairly Dissatisfied
*%2%1%-%-%*%-%*%-%1%*%-%1%*%

Neither Satisfied Nor
1315227-24*2811171431128Dissatisfied

8%42%16%12%-%17%6%14%15%13%12%15%19%14%

b

7212552385338025585062483Fairly Satisfied
43%31%39%41%51%37%44%41%34%45%42%29%41%41%

7675624560379374548122182Very Satisfied
45%18%40%42%34%42%49%40%50%35%40%55%36%40%

aa

Don't Know (DO NOT READ
636226-8-87*28OUT)
4%7%4%4%15%4%-%4%-%7%6%1%3%4%

b

147181114713113615962103981845166NET: Satisfied
89%49%80%84%85%79%94%81%85%80%83%84%77%82%

a

*11--1-1-1*-*1NET: Dissatisfied
*%2%1%-%-%*%-%*%-%1%*%-%1%*%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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Delivery consistency / reliability (e.g. arrives as promised consistently) (QOP2. As a recipient and sender of mail, how would you rate the performance of [QV5c provider] in the following areas?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthMonthother main provider

DecNovOctJunMayAprMarFebJanDissatisfiedSatisfiedTOTAL

*c*b*ac*b*a*cb*a*baSignificance Level: 95%
2615233816122135294188215Unweighted total
251822352272525236175203Weighted total

------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%

---*----*-*1Fairly Dissatisfied
-%-%-%1%-%-%-%-%1%-%*%*%

Neither Satisfied Nor
55216*2*661228Dissatisfied

19%30%11%2%27%3%10%1%27%97%7%14%

995118214149-7583Fairly Satisfied
37%53%24%31%37%35%58%55%40%-%43%41%

1131120838117-8282Very Satisfied
41%17%52%58%36%38%33%44%30%-%47%40%

Don't Know (DO NOT READ
1-33-2--**58OUT)
3%-%14%8%-%23%-%-%2%3%3%4%

20131731165232516-158166NET: Satisfied
78%70%76%89%73%74%90%99%70%-%90%82%

---*----*-*1NET: Dissatisfied
-%-%-%1%-%-%-%-%1%-%*%*%

Columns Tested: a,b - a,b,c - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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Delivery consistency / reliability (e.g. arrives as promised consistently) (QOP2. As a recipient and sender of mail, how would you rate the performance of [QV5c provider] in the following areas?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
152172620191913171719142113215Unweighted total
181688142126281416252314203Weighted total

1--*-*--1----2Very Dissatisfied
1%-%-%5%-%1%-%-%9%-%-%-%-%1%

2*--1-----*--2Fairly Dissatisfied
1%2%-%-%9%-%-%-%-%-%1%-%-%1%

Neither Satisfied Nor
19*111352113*222Dissatisfied
11%2%13%16%9%16%20%9%10%7%11%1%13%11%

633114781424711568Fairly Satisfied
35%47%9%18%31%33%30%51%16%26%28%48%39%34%

813556713118111010593Very Satisfied
45%48%62%56%44%35%51%40%55%66%40%43%36%46%

Don't Know (DO NOT READ
14*1*13--1-52216OUT)

8%2%16%5%9%15%-%-%9%-%20%8%12%8%

144666111421251015172110162NET: Satisfied
80%95%71%73%74%68%80%91%72%93%68%91%75%80%

3*-*1*--1-*--4NET: Dissatisfied
2%2%-%5%9%1%-%-%9%-%1%-%-%2%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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Time of collection (QOP2. As a recipient and sender of mail, how would you rate the performance of [QV5c provider] in the following areas?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

bae*d*cbag*fe*d*cb*aSignificance Level: 95%
1081077213154414372672115386215Unweighted total

961071332819067779105256203Weighted total

*1*--*21-1----2Very Dissatisfied
*%1%1%-%-%2%1%2%-%1%-%-%-%-%1%

-2*--*11-*--*-2Fairly Dissatisfied
-%2%4%-%-%6%1%2%-%*%-%-%1%-%1%

a

Neither Satisfied Nor
9131**12110-9**1122Dissatisfied

10%12%9%6%7%10%11%15%-%12%4%3%4%21%11%

373141126421-301311-68Fairly Satisfied
39%29%33%56%45%21%34%32%-%38%6%58%45%-%34%

4648711587235379-12493Very Satisfied
48%44%51%34%48%58%46%35%76%48%90%-%49%72%46%

Don't Know (DO NOT READ
313**-*161022-2**16OUT)
3%12%2%4%-%2%8%15%24%2%-%39%1%7%8%

bbe

83791122615144567103234162NET: Satisfied
87%73%84%89%93%79%79%67%76%85%96%58%94%72%80%

agg

*31--132-1--*-4NET: Dissatisfied
*%3%5%-%-%8%2%4%-%1%-%-%1%-%2%

a
Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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Time of collection (QOP2. As a recipient and sender of mail, how would you rate the performance of [QV5c provider] in the following areas?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*cbacb*aba*d*c*baSignificance Level: 95%
-151821263889112861711210314241879215Unweighted total
-361521351138696218611722314101203Weighted total

---1--**1-*1--1-2Very Dissatisfied
-%-%-%10%-%-%*%1%1%-%1%1%-%-%4%-%1%

--*---12--2----12Fairly Dissatisfied
-%-%7%-%-%-%1%2%-%-%2%-%-%-%-%1%1%

Neither Satisfied Nor
--**23165106517*-11622Dissatisfied
-%-%4%1%11%8%15%6%11%30%6%14%16%-%7%16%11%

-2135114037292373111132568Fairly Satisfied
-%45%17%22%25%31%36%44%30%9%44%26%40%47%21%25%34%

a

-24712214436507365718105493Very Satisfied
-%52%72%51%56%61%39%42%52%35%42%49%44%36%68%54%46%

a

Don't Know (DO NOT READ
-*-22-10565511-4-416OUT)
-%3%-%16%8%-%9%5%6%26%5%10%-%17%-%4%8%

-36111732847479974882191379162NET: Satisfied
-%97%88%73%81%92%75%86%82%44%86%75%84%83%88%79%80%

aa

--*1--221-21--114NET: Dissatisfied
-%-%7%10%-%-%1%2%1%-%2%1%-%-%4%1%2%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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Time of collection (QOP2. As a recipient and sender of mail, how would you rate the performance of [QV5c provider] in the following areas?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cb*ababa*e*d*c*baSignificance Level: 95%
14201-1011147214318131927123215Unweighted total

8196-96107691341491625123203Weighted total

-2-*12*---**2Very Dissatisfied
-%1%-%*%1%2%*%-%-%-%2%*%1%

-2-*2-2*---22Fairly Dissatisfied
-%1%-%*%1%-%1%1%-%-%-%1%1%

Neither Satisfied Nor
-22-9136162-**1722Dissatisfied
-%11%-%9%12%8%12%15%-%1%*%14%11%

465-40282840646143568Fairly Satisfied
48%33%-%42%26%41%30%44%43%37%54%29%34%

a

291-45493262656115793Very Satisfied
33%47%-%46%46%46%46%39%57%39%44%46%46%

Don't Know (DO NOT READ
114-214214*-4-1216OUT)

19%7%-%2%13%3%10%1%-%24%-%10%8%

bb

6156-857760102129122593162NET: Satisfied
81%80%-%88%72%87%76%83%100%76%98%75%80%

a

-4-1322*--*24NET: Dissatisfied
-%2%-%1%3%2%1%1%-%-%2%1%2%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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Time of collection (QOP2. As a recipient and sender of mail, how would you rate the performance of [QV5c provider] in the following areas?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
451981256811311479975175194148183814487215Unweighted total
2818611862*1261249860167171122158743986203Weighted total

-1**-*1***1111-12Very Dissatisfied
-%1%*%*%-%*%1%*%*%*%1%1%1%2%-%1%1%

*2*1-*2**2222*-12Fairly Dissatisfied
2%1%*%2%-%*%1%*%1%1%1%1%1%1%-%1%1%

Neither Satisfied Nor
422710-1099818181215111722Dissatisfied

13%12%6%16%-%8%8%9%13%11%10%10%9%15%1%9%11%

b

8624116-494332216355434723271768Fairly Satisfied
29%33%35%26%-%39%35%33%35%38%32%35%30%32%68%20%34%

ac

13835725*606250247081557832115093Very Satisfied
46%44%49%40%100%48%50%51%41%42%47%45%49%44%28%58%46%

b

Don't Know (DO NOT READ
3161110-66571414914511016OUT)

10%9%9%16%-%5%5%6%11%8%8%7%9%7%3%11%8%

a

211459941*109105824513313599125563867162NET: Satisfied
76%78%84%66%100%87%85%84%75%80%79%81%79%76%96%78%80%

cac

*311-131123332-24NET: Dissatisfied
2%2%1%2%-%1%2%1%1%1%2%3%2%2%-%2%2%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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Time of collection (QOP2. As a recipient and sender of mail, how would you rate the performance of [QV5c provider] in the following areas?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*cbacba*fedcbac*b*abaSignificance Level: 95%
1414554552041471210190210192209175314133145215Unweighted total

913160421891362198180196176194173311115136203Weighted total

-2--22-222221--112Very Dissatisfied
-%1%-%-%1%1%-%1%1%1%1%1%1%-%-%1%1%1%

1**-22-212*22-**22Fairly Dissatisfied
14%*%*%-%1%1%-%1%1%1%*%1%1%-%1%*%1%1%

Neither Satisfied Nor
1101052218-201922192021**211122Dissatisfied

14%8%17%13%11%13%-%10%10%11%11%10%12%5%2%18%8%11%

ba

14225136543-68616765675524324868Fairly Satisfied
16%32%41%32%34%32%-%34%34%34%37%35%32%50%37%28%35%34%

56521228560290828777878017506393Very Satisfied
56%49%35%52%45%45%100%46%45%45%44%45%46%45%60%43%47%46%

Don't Know (DO NOT READ
-12411511-161516131614--111116OUT)
-%9%6%3%8%8%-%8%9%8%7%8%8%-%-%9%8%8%

71074636149104215914315514215513431182111162NET: Satisfied
72%81%76%84%79%77%100%80%79%79%81%80%78%95%98%71%82%80%

b

12*-44-434243-*234NET: Dissatisfied
14%2%*%-%2%3%-%2%2%2%1%2%2%-%1%2%2%2%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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Time of collection (QOP2. As a recipient and sender of mail, how would you rate the performance of [QV5c provider] in the following areas?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

baba*ba*babac*baSignificance Level: 95%
1704514952131478207711441302458215Unweighted total
1663714056161437196741291192258203Weighted total

112--1-2-21**2Very Dissatisfied
1%2%1%-%-%*%-%1%-%1%1%1%1%1%

-22--1-2-2*-12Fairly Dissatisfied
-%5%1%-%-%1%-%1%-%1%*%-%2%1%

b

Neither Satisfied Nor
166166216-2291317*522Dissatisfied

9%17%11%11%13%11%-%11%12%10%14%2%8%11%

5415392534536625443791868Fairly Satisfied
32%40%28%45%16%32%38%33%33%34%31%43%31%34%

b

8497021968390385552103193Very Satisfied
51%25%50%37%55%48%49%46%52%43%44%46%53%46%

a

Don't Know (DO NOT READ
124104212115214122316OUT)

7%12%7%7%15%8%13%8%3%11%10%8%5%8%

b

13824110461111461566399891948162NET: Satisfied
83%66%79%82%72%79%87%79%85%76%75%89%84%80%

a

124--2-4-42*24NET: Dissatisfied
1%6%3%-%-%1%-%2%-%3%1%1%3%2%

b
Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
Table 103  (continuation)                                                                                                                                                                      Page 1013

Time of collection (QOP2. As a recipient and sender of mail, how would you rate the performance of [QV5c provider] in the following areas?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthMonthother main provider

DecNovOctJunMayAprMarFebJanDissatisfiedSatisfiedTOTAL

*c*b*ac*b*a*cb*a*baSignificance Level: 95%
2615233816122135294188215Unweighted total
251822352272525236175203Weighted total

--**--1--*-2Very Dissatisfied
-%-%1%1%-%-%5%-%-%3%-%1%

-1*--*----*2Fairly Dissatisfied
-%7%2%-%-%1%-%-%-%-%*%1%

Neither Satisfied Nor
2-*75*232-1622Dissatisfied
8%-%2%19%21%1%10%13%10%-%9%11%

10117842771165768Fairly Satisfied
41%61%31%23%20%33%27%29%48%97%33%34%

116121611511148-9093Very Satisfied
42%32%54%46%48%65%45%58%34%-%51%46%

Don't Know (DO NOT READ
2-242-3-2-1216OUT)

10%-%11%10%11%-%13%-%8%-%7%8%

211719241571822196147162NET: Satisfied
83%93%85%69%68%97%72%87%82%97%84%80%

-11*-*1--**4NET: Dissatisfied
-%7%3%1%-%1%5%-%-%3%*%2%

Columns Tested: a,b - a,b,c - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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Time of collection (QOP2. As a recipient and sender of mail, how would you rate the performance of [QV5c provider] in the following areas?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
152172620191913171719142113215Unweighted total
181688142126281416252314203Weighted total

*--*-*---*---1Very Dissatisfied
*%-%-%5%-%1%-%-%-%1%-%-%-%*%

1*--1--------1Fairly Dissatisfied
1%2%-%-%9%-%-%-%-%-%-%-%-%1%

Neither Satisfied Nor
14*1*-2-5-132216Dissatisfied

8%2%17%5%-%8%-%17%-%7%12%8%13%8%

55211775123358560Fairly Satisfied
31%39%11%18%48%34%20%43%22%18%19%35%39%30%

933555920991212125107Very Satisfied
52%56%56%67%35%42%80%32%69%74%49%49%36%52%

Don't Know (DO NOT READ
16*1*13-21-52218OUT)

9%2%16%5%9%15%-%9%9%-%20%8%12%9%

148657121626211215172010167NET: Satisfied
82%95%67%84%83%76%100%74%91%91%68%84%75%82%

2*-*1*---*---2NET: Dissatisfied
1%2%-%5%9%1%-%-%-%1%-%-%-%1%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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Collection reliability (QOP2. As a recipient and sender of mail, how would you rate the performance of [QV5c provider] in the following areas?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

bae*d*cbag*fe*d*cb*aSignificance Level: 95%
1081077213154414372672115386215Unweighted total

961071332819067779105256203Weighted total

***-***--1----1Very Dissatisfied
*%*%3%-%7%2%*%-%-%1%-%-%-%-%*%

-1*--*11-*----1Fairly Dissatisfied
-%1%1%-%-%1%1%2%-%*%-%-%-%-%1%

Neither Satisfied Nor
1071*-11512-***2116Dissatisfied
10%6%8%6%-%12%8%18%-%1%4%3%9%21%8%

ee

263441125618-26**12-60Fairly Satisfied
27%32%31%38%45%25%29%28%-%33%4%8%47%-%30%

g

5452711410025547103114107Very Satisfied
57%49%55%52%48%58%52%38%76%60%92%50%44%72%52%

g

Don't Know (DO NOT READ
613**-*181024-2**18OUT)
6%12%2%4%-%2%9%15%24%5%-%39%1%7%9%

eb

80861122615544573103224167NET: Satisfied
84%80%86%89%93%83%82%66%76%93%96%58%91%72%82%

gg

*2*-**21-1----2NET: Dissatisfied
*%2%4%-%7%4%1%2%-%1%-%-%-%-%1%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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Collection reliability (QOP2. As a recipient and sender of mail, how would you rate the performance of [QV5c provider] in the following areas?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*cbacb*aba*d*c*baSignificance Level: 95%
-151821263889112861711210314241879215Unweighted total
-361521351138696218611722314101203Weighted total

-*-*--*1*-1**-1-1Very Dissatisfied
-%5%-%1%-%-%*%1%*%-%1%*%7%-%4%-%*%

--*---11--1----11Fairly Dissatisfied
-%-%2%-%-%-%1%2%-%-%2%-%-%-%-%1%1%

Neither Satisfied Nor
--*126794497*2*816Dissatisfied
-%-%6%4%10%17%6%10%4%19%10%6%5%10%3%8%8%

-11169382432424361832760Fairly Satisfied
-%26%21%6%27%26%34%28%34%17%28%31%35%36%22%27%30%

-248122055445484462161060107Very Satisfied
-%65%72%56%56%57%49%51%56%39%51%53%53%26%71%60%52%

Don't Know (DO NOT READ
-*-52-10765711-6-418OUT)
-%3%-%33%8%-%9%8%6%26%8%10%-%28%-%4%9%

-36918299368871268982141387167NET: Satisfied
-%92%93%63%82%83%83%79%90%56%79%84%88%62%93%87%82%

c

-***--22*-2**-112NET: Dissatisfied
-%5%2%1%-%-%1%2%*%-%2%*%7%-%4%1%1%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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Collection reliability (QOP2. As a recipient and sender of mail, how would you rate the performance of [QV5c provider] in the following areas?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cb*ababa*e*d*c*baSignificance Level: 95%
14201-1011147214318131927123215Unweighted total

8196-96107691341491625123203Weighted total

-1-****---1*1Very Dissatisfied
-%*%-%*%*%1%*%-%-%-%2%*%*%

-1-*1-1*---11Fairly Dissatisfied
-%1%-%*%1%-%1%1%-%-%-%1%1%

Neither Satisfied Nor
-16-106792-*21316Dissatisfied
-%8%-%10%6%10%7%11%-%1%7%10%8%

456-3723243642663960Fairly Satisfied
48%29%-%38%22%34%27%28%26%36%24%32%30%

a

2104-456234736661758107Very Satisfied
32%53%-%47%58%49%54%42%74%40%67%47%52%

Don't Know (DO NOT READ
117-4144143-4-1218OUT)

19%9%-%4%13%6%10%18%-%24%-%10%9%

b

6160-828558109109122397167NET: Satisfied
81%82%-%85%80%83%81%70%100%76%91%79%82%

-2-12*2*--112NET: Dissatisfied
-%1%-%1%1%1%1%1%-%-%2%1%1%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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Collection reliability (QOP2. As a recipient and sender of mail, how would you rate the performance of [QV5c provider] in the following areas?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
451981256811311479975175194148183814487215Unweighted total
2818611862*1261249860167171122158743986203Weighted total

**1*-1*1*1****-11Very Dissatisfied
1%*%1%*%-%*%*%1%1%*%*%*%*%*%-%1%*%

*1-1-*1**1111*-11Fairly Dissatisfied
*%1%-%2%-%*%1%*%*%1%1%1%1%*%-%1%1%

Neither Satisfied Nor
216108-81278141411117*816Dissatisfied
7%9%8%14%-%6%9%7%14%9%8%9%7%10%1%10%8%

10563113-443629145250344520231360Fairly Satisfied
36%30%27%21%-%35%29%29%23%31%29%28%29%26%58%16%30%

cac

13946629*6569562882886583411352107Very Satisfied
45%51%56%47%100%52%55%57%47%49%52%53%53%56%32%61%52%

bb

Don't Know (DO NOT READ
3181110-865916171117541018OUT)

10%10%9%16%-%7%5%6%15%10%10%9%11%7%9%11%9%

afg

231499742*109104844213513899128613566167NET: Satisfied
82%81%82%68%100%87%84%86%71%81%81%81%81%83%90%77%82%

cee

*211-121*2222*-22NET: Dissatisfied
1%1%1%2%-%1%1%1%1%1%1%1%1%*%-%2%1%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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Collection reliability (QOP2. As a recipient and sender of mail, how would you rate the performance of [QV5c provider] in the following areas?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*cbacba*fedcbac*b*abaSignificance Level: 95%
1414554552041471210190210192209175314133145215Unweighted total

913160421891362198180196176194173311115136203Weighted total

-1**11-11111*-***1Very Dissatisfied
-%*%*%*%*%1%-%*%*%*%*%*%*%-%2%*%*%*%

1-*-11-111*11-**11Fairly Dissatisfied
14%-%*%-%1%1%-%1%1%1%*%1%1%-%1%*%1%1%

Neither Satisfied Nor
-985169-151116141516*-121416Dissatisfied
-%7%13%12%9%7%-%7%6%8%8%7%9%5%-%10%11%8%

33225155942-60545956595022373960Fairly Satisfied
30%25%41%35%31%31%-%30%30%30%32%30%29%50%22%32%29%30%

b

575242196712104951019110189185567107Very Satisfied
56%57%40%49%50%53%100%52%53%51%52%52%51%45%75%48%50%52%

a

Don't Know (DO NOT READ
-15411711-181818151817--111418OUT)
-%11%6%3%9%8%-%9%10%9%9%9%10%-%-%9%10%9%

81074936154114216414915914615913931192106167NET: Satisfied
86%82%81%84%81%84%100%82%83%81%83%82%80%95%98%80%78%82%

11**22-222121-**22NET: Dissatisfied
14%*%*%*%1%2%-%1%1%1%1%1%1%-%2%*%1%1%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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Collection reliability (QOP2. As a recipient and sender of mail, how would you rate the performance of [QV5c provider] in the following areas?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

baba*ba*babac*baSignificance Level: 95%
1704514952131478207711441302458215Unweighted total
1663714056161437196741291192258203Weighted total

-11*-1-1-1-**1Very Dissatisfied
-%2%*%*%-%1%-%*%-%1%-%2%1%*%

-11--1-1-1--11Fairly Dissatisfied
-%4%1%-%-%1%-%1%-%1%-%-%2%1%

b

Neither Satisfied Nor
106124412-168810-616Dissatisfied

6%17%9%7%27%8%-%8%11%6%8%-%11%8%

b

47133719*4225823363771560Fairly Satisfied
28%35%26%34%2%29%31%29%32%28%31%32%25%30%

9611762897441033869611332107Very Satisfied
57%30%54%51%55%51%56%52%52%53%51%58%56%52%

a

Don't Know (DO NOT READ
144134214117414122318OUT)

8%12%9%7%15%10%13%9%6%11%10%8%5%9%

14324113489116616162105982047167NET: Satisfied
86%65%81%85%58%81%87%82%83%81%82%91%81%82%

a

-22*-2-2-2-*22NET: Dissatisfied
-%6%1%*%-%1%-%1%-%2%-%2%3%1%

bc
Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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Collection reliability (QOP2. As a recipient and sender of mail, how would you rate the performance of [QV5c provider] in the following areas?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthMonthother main provider

DecNovOctJunMayAprMarFebJanDissatisfiedSatisfiedTOTAL

*c*b*ac*b*a*cb*a*baSignificance Level: 95%
2615233816122135294188215Unweighted total
251822352272525236175203Weighted total

--**---*-*-1Very Dissatisfied
-%-%1%1%-%-%-%1%-%3%-%*%

-1---*----*1Fairly Dissatisfied
-%7%-%-%-%1%-%-%-%-%*%1%

Neither Satisfied Nor
6-125*21*2916Dissatisfied

24%-%4%6%21%1%7%2%*%37%5%8%

4115932591145060Fairly Satisfied
16%61%24%27%13%35%19%38%46%60%28%30%

136132012415158-102107Very Satisfied
50%32%60%56%55%62%61%60%35%-%58%52%

Don't Know (DO NOT READ
2-242-3-4-1418OUT)

10%-%11%10%11%-%13%-%18%-%8%9%

171719291572024194152167NET: Satisfied
66%93%85%83%68%97%80%97%81%60%87%82%

-1**-*-*-**2NET: Dissatisfied
-%7%1%1%-%1%-%1%-%3%*%1%

Columns Tested: a,b - a,b,c - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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Collection reliability (QOP2. As a recipient and sender of mail, how would you rate the performance of [QV5c provider] in the following areas?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
152172620191913171719142113215Unweighted total
181688142126281416252314203Weighted total

1-*--*--1----2Very Dissatisfied
1%-%5%-%-%1%-%-%9%-%-%-%-%1%

7*--2-3-*---17Fairly Dissatisfied
4%2%-%-%17%-%10%-%1%-%-%-%11%3%

Neither Satisfied Nor
15121*3-22122218Dissatisfied

8%17%19%16%2%15%-%8%12%9%9%8%12%9%

6711247121434710471Fairly Satisfied
37%24%9%22%31%35%48%51%22%26%30%43%28%35%

683456711961158580Very Satisfied
37%56%55%56%42%34%41%32%45%65%21%34%37%39%

Don't Know (DO NOT READ
24*1*13*21-103225OUT)
13%2%12%5%9%15%1%9%10%-%40%15%12%12%

1345561014232391513189151NET: Satisfied
74%80%64%78%73%69%89%83%67%91%51%77%65%74%

8**-2*3-1---19NET: Dissatisfied
5%2%5%-%17%1%10%-%10%-%-%-%11%4%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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Latest collection time (QOP2. As a recipient and sender of mail, how would you rate the performance of [QV5c provider] in the following areas?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

bae*d*cbag*fe*d*cb*aSignificance Level: 95%
1081077213154414372672115386215Unweighted total

961071332819067779105256203Weighted total

-2*--*22-*----2Very Dissatisfied
-%2%1%-%-%2%1%3%-%*%-%-%-%-%1%

15*--*73-4----7Fairly Dissatisfied
2%5%2%-%-%3%3%4%-%5%-%-%-%-%3%

Neither Satisfied Nor
1081**1178-5*-3118Dissatisfied
11%8%11%17%14%8%9%11%-%7%4%-%11%21%9%

353641126630-261310-71Fairly Satisfied
36%34%35%38%48%30%35%45%-%33%6%61%40%-%35%

4238611474113389*12480Very Satisfied
44%35%44%34%38%50%39%17%40%48%90%8%49%72%39%

gg

Don't Know (DO NOT READ
7181*-*241346-2**25OUT)
8%16%6%11%-%6%13%20%60%7%-%31%1%7%12%

bbe

77741022614141364104224151NET: Satisfied
80%69%79%71%86%80%74%62%40%81%96%69%89%72%74%

gg

17*--*84-4----9NET: Dissatisfied
2%7%4%-%-%6%4%7%-%6%-%-%-%-%4%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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Latest collection time (QOP2. As a recipient and sender of mail, how would you rate the performance of [QV5c provider] in the following areas?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*cbacb*aba*d*c*baSignificance Level: 95%
-151821263889112861711210314241879215Unweighted total
-361521351138696218611722314101203Weighted total

---1--**1-*1--1-2Very Dissatisfied
-%-%-%10%-%-%*%1%1%-%1%1%-%-%4%-%1%

--*--*534-34---77Fairly Dissatisfied
-%-%2%-%-%1%5%3%4%-%3%3%-%-%-%7%3%

Neither Satisfied Nor
-1*15661071108112818Dissatisfied
-%32%4%4%21%16%6%12%7%6%12%7%23%3%16%8%9%

-1115144330365304111013571Fairly Satisfied
-%40%22%6%26%42%38%34%38%25%34%35%33%44%9%34%35%

-1479144135387354513104680Very Satisfied
-%24%70%48%44%41%37%41%39%33%41%38%44%14%71%45%39%

Don't Know (DO NOT READ
-**52*177108718-9-625OUT)
-%3%2%33%9%1%15%8%11%36%8%15%-%38%-%6%12%

b

-26815298465741265862141180151NET: Satisfied
-%64%93%54%70%83%75%76%77%58%76%73%77%59%80%80%74%

--*1-*635-35--179NET: Dissatisfied
-%-%2%10%-%1%5%4%6%-%4%5%-%-%4%7%4%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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Latest collection time (QOP2. As a recipient and sender of mail, how would you rate the performance of [QV5c provider] in the following areas?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cb*ababa*e*d*c*baSignificance Level: 95%
14201-1011147214318131927123215Unweighted total

8196-96107691341491625123203Weighted total

-2--211----12Very Dissatisfied
-%1%-%-%2%2%*%-%-%-%-%1%1%

-7-6143*--*77Fairly Dissatisfied
-%4%-%6%1%6%2%1%-%-%1%5%3%

Neither Satisfied Nor
*18-41421632111318Dissatisfied
6%9%-%4%13%3%12%18%19%5%2%10%9%

bb

368-40312348426144071Fairly Satisfied
45%35%-%41%29%33%36%27%26%34%54%32%35%

278-38423248556114580Very Satisfied
29%40%-%39%39%45%36%36%55%38%42%36%39%

Don't Know (DO NOT READ
124-9167183-4*1925OUT)

19%12%-%9%15%10%13%18%-%24%1%15%12%

6145-7873559697122585151NET: Satisfied
74%74%-%81%69%79%72%63%81%71%97%69%74%

a

-9-6363*--*79NET: Dissatisfied
-%4%-%6%3%8%2%1%-%-%1%6%4%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
Table 105  (continuation)                                                                                                                                                                      Page 1026

Latest collection time (QOP2. As a recipient and sender of mail, how would you rate the performance of [QV5c provider] in the following areas?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
451981256811311479975175194148183814487215Unweighted total
2818611862*1261249860167171122158743986203Weighted total

-2-*-*2-1*2221-12Very Dissatisfied
-%1%-%*%-%*%2%-%1%*%1%2%1%2%-%1%1%

1531-616*74332-37Fairly Dissatisfied
5%3%2%2%-%4%1%6%*%4%2%2%2%2%-%3%3%

g

Neither Satisfied Nor
418136-131211817151115112418Dissatisfied

13%10%11%10%-%10%9%11%13%10%9%9%10%15%6%4%9%

a

8663724*414427235959435625232371Fairly Satisfied
27%35%31%39%100%33%36%28%38%35%35%35%35%34%58%27%35%

ac

13695016-555746206267466130104080Very Satisfied
45%37%43%26%-%44%46%47%33%37%39%37%39%40%26%46%39%

cb

Don't Know (DO NOT READ
3251514-1187923241821541625OUT)

10%14%13%23%-%8%7%8%14%14%14%15%13%7%9%19%12%

aggggc

201358740*96101744312012688117553363151NET: Satisfied
72%73%74%65%100%77%81%75%71%72%74%72%74%74%84%73%74%

d

1731-636176543-39NET: Dissatisfied
5%4%2%2%-%5%3%6%1%4%4%4%3%4%-%4%4%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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Latest collection time (QOP2. As a recipient and sender of mail, how would you rate the performance of [QV5c provider] in the following areas?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*cbacba*fedcbac*b*abaSignificance Level: 95%
1414554552041471210190210192209175314133145215Unweighted total

913160421891362198180196176194173311115136203Weighted total

-2--21-222222--222Very Dissatisfied
-%1%-%-%1%1%-%1%1%1%1%1%1%-%-%2%1%1%

133477-777677-*437Fairly Dissatisfied
14%2%5%9%4%5%-%3%4%4%3%4%4%-%1%4%2%3%

Neither Satisfied Nor
*10931813-171418161716*2111618Dissatisfied
1%7%14%7%10%10%-%8%8%9%9%9%9%5%18%9%12%9%

33728156544269616764675922474271Fairly Satisfied
32%28%47%35%34%32%100%35%34%34%37%35%34%50%21%41%31%35%

b

55916177452-79717666766617365480Very Satisfied
54%45%27%39%39%38%-%40%40%39%38%39%38%45%60%31%40%39%

a

Don't Know (DO NOT READ
-21442418-252525222524--151925OUT)
-%16%6%10%13%13%-%13%14%13%12%13%14%-%-%13%14%12%

8964532139962148133144131144125398397151NET: Satisfied
85%73%75%75%73%71%100%75%74%73%74%74%72%95%81%72%71%74%

153498-999899-*649NET: Dissatisfied
14%4%5%9%5%6%-%4%5%4%4%5%5%-%1%5%3%4%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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Latest collection time (QOP2. As a recipient and sender of mail, how would you rate the performance of [QV5c provider] in the following areas?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

baba*ba*babac*baSignificance Level: 95%
1704514952131478207711441302458215Unweighted total
1663714056161437196741291192258203Weighted total

112--1-2-21**2Very Dissatisfied
1%2%1%-%-%*%-%1%-%1%1%1%1%1%

4361-3-7254*37Fairly Dissatisfied
2%8%4%2%-%2%-%4%2%4%3%1%5%3%

Neither Satisfied Nor
14481058-18109112518Dissatisfied

8%12%5%19%31%5%-%9%13%7%10%8%9%9%

b

5714462225426920513582671Fairly Satisfied
34%38%33%38%12%38%31%35%27%40%30%38%44%35%

c

728591875947636444992180Very Satisfied
43%21%42%33%42%41%63%39%49%34%41%43%36%39%

aa

Don't Know (DO NOT READ
187194219*25718182325OUT)
11%19%14%8%15%13%6%13%9%14%15%9%5%12%

a

1292210540811361455695841847151NET: Satisfied
77%60%75%71%54%79%94%74%76%73%71%81%81%74%

a

5381-4-9275*39NET: Dissatisfied
3%9%5%2%-%3%-%4%2%5%4%2%6%4%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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Latest collection time (QOP2. As a recipient and sender of mail, how would you rate the performance of [QV5c provider] in the following areas?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthMonthother main provider

DecNovOctJunMayAprMarFebJanDissatisfiedSatisfiedTOTAL

*c*b*ac*b*a*cb*a*baSignificance Level: 95%
2615233816122135294188215Unweighted total
251822352272525236175203Weighted total

--*-*-1--**2Very Dissatisfied
-%-%1%-%2%-%5%-%-%3%*%1%

-114-*-*-147Fairly Dissatisfied
-%7%7%11%-%1%-%1%-%23%2%3%

Neither Satisfied Nor
6**43*-23-1518Dissatisfied

24%2%2%11%13%5%-%7%13%-%8%9%

413774410121055871Fairly Satisfied
17%74%31%21%16%56%39%46%45%74%33%35%

13311171138105-7980Very Satisfied
49%17%49%48%47%38%32%40%24%-%45%39%

Don't Know (DO NOT READ
2-235-624-1825OUT)

10%-%11%10%23%-%24%7%18%-%11%12%

171618241471822165138151NET: Satisfied
67%91%80%69%63%94%71%86%69%74%78%74%

-124**1*-259NET: Dissatisfied
-%7%8%11%2%1%5%1%-%26%3%4%

Columns Tested: a,b - a,b,c - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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Latest collection time (QOP2. As a recipient and sender of mail, how would you rate the performance of [QV5c provider] in the following areas?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
152172620191913171719142113215Unweighted total
181688142126281416252314203Weighted total

7------31---37Very Dissatisfied
4%-%-%-%-%-%-%10%9%-%-%-%23%4%

4-111--2-----5Fairly Dissatisfied
2%-%7%11%9%-%-%8%-%-%-%-%-%2%

Neither Satisfied Nor
10-*-*2-21*21*10Dissatisfied

6%-%1%-%3%10%-%9%9%1%9%6%1%5%

4222145651754547Fairly Satisfied
23%30%26%7%28%24%23%19%6%42%21%16%39%23%

111457914201510913183126Very Satisfied
61%70%55%82%61%65%77%53%77%57%51%77%25%62%

Don't Know (DO NOT READ
7-1--*-*--5*28OUT)
4%-%11%-%-%1%-%1%-%-%19%1%12%4%

15367713192620111618229173NET: Satisfied
85%100%81%89%88%89%100%72%82%99%72%93%64%85%

11-111--51---312NET: Dissatisfied
6%-%7%11%9%-%-%18%9%-%-%-%23%6%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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Amount / level of lost mail (QOP2. As a recipient and sender of mail, how would you rate the performance of [QV5c provider] in the following areas?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

bae*d*cbag*fe*d*cb*aSignificance Level: 95%
1081077213154414372672115386215Unweighted total

961071332819067779105256203Weighted total

61*--*73-4--*-7Very Dissatisfied
6%1%3%-%-%5%4%5%-%5%-%-%1%-%4%

41*--*54-1*---5Fairly Dissatisfied
4%1%1%-%-%1%3%6%-%1%4%-%-%-%2%

Neither Satisfied Nor
281*1*94-*--4-10Dissatisfied
2%8%10%16%21%4%5%6%-%*%-%-%18%-%5%

e

212651134112*23-*5447Fairly Satisfied
22%24%39%35%42%40%22%17%3%30%-%3%18%63%23%

aa

6165611312141450104152126Very Satisfied
64%61%43%49%37%43%63%62%55%64%94%66%62%37%62%

be

Don't Know (DO NOT READ
351--17331*2--8OUT)
3%5%4%-%-%7%4%4%42%1%2%31%-%-%4%

82911122616253474104206173NET: Satisfied
85%85%82%84%79%83%85%79%58%94%94%69%81%100%85%

bg

102*--*127-4*-*-12NET: Dissatisfied
10%2%4%-%-%6%6%11%-%5%4%-%1%-%6%

a
Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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Amount / level of lost mail (QOP2. As a recipient and sender of mail, how would you rate the performance of [QV5c provider] in the following areas?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*cbacb*aba*d*c*baSignificance Level: 95%
-151821263889112861711210314241879215Unweighted total
-361521351138696218611722314101203Weighted total

------634-34---67Very Dissatisfied
-%-%-%-%-%-%5%3%5%-%3%4%-%-%-%5%4%

--*-*-45*-5**2*25Fairly Dissatisfied
-%-%2%-%2%-%4%5%*%-%5%*%4%10%3%2%2%

a

Neither Satisfied Nor
-1-*32364-64***510Dissatisfied
-%20%-%2%12%5%2%7%4%-%7%4%14%2%1%5%5%

-11138283313133141611847Fairly Satisfied
-%40%22%6%16%22%24%38%13%6%38%12%35%28%7%18%23%

ba

-15111425683771183789191370126Very Satisfied
-%40%76%74%68%72%60%43%74%84%43%76%46%40%87%70%62%

cb

Don't Know (DO NOT READ
---3**533235-5**8OUT)
-%-%-%17%2%*%4%3%3%10%3%4%-%21%1%*%4%

-3612183395708419701032161488173NET: Satisfied
-%80%98%80%84%95%84%81%87%90%81%88%81%68%95%87%85%

--*-*-1075-75*2*712NET: Dissatisfied
-%-%2%-%2%-%9%8%5%-%8%4%4%10%3%7%6%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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Amount / level of lost mail (QOP2. As a recipient and sender of mail, how would you rate the performance of [QV5c provider] in the following areas?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cb*ababa*e*d*c*baSignificance Level: 95%
14201-1011147214318131927123215Unweighted total

8196-96107691341491625123203Weighted total

-7-3434---167Very Dissatisfied
-%4%-%3%4%4%3%-%-%-%5%5%4%

-5-3232*--*45Fairly Dissatisfied
-%3%-%3%2%5%1%1%-%-%2%4%2%

Neither Satisfied Nor
*10-7382**43310Dissatisfied
3%5%-%7%3%12%1%1%2%26%12%2%5%

a

443-2719202663582247Fairly Satisfied
51%22%-%28%18%29%20%40%40%30%30%18%23%

3123-557134928551382126Very Satisfied
41%63%-%57%67%49%69%58%57%29%52%67%62%

b

Don't Know (DO NOT READ
*7-*7*7--2-58OUT)
6%4%-%*%7%1%6%-%-%15%-%4%4%

b

7166-8290541191481021105173NET: Satisfied
92%85%-%85%85%78%89%98%98%59%82%85%85%

b

-12-6666*--21012NET: Dissatisfied
-%6%-%7%5%9%4%1%-%-%7%8%6%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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Amount / level of lost mail (QOP2. As a recipient and sender of mail, how would you rate the performance of [QV5c provider] in the following areas?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
451981256811311479975175194148183814487215Unweighted total
2818611862*1261249860167171122158743986203Weighted total

-352-5634743334*7Very Dissatisfied
-%2%4%3%-%4%5%3%7%4%3%3%2%4%10%*%4%

aa

1541-443152221-45Fairly Dissatisfied
2%2%3%2%-%3%3%3%1%3%1%1%1%1%-%5%2%

Neither Satisfied Nor
11043-86631064633310Dissatisfied
3%6%3%4%-%6%5%6%5%6%4%3%4%4%7%4%5%

941286-382527103835273420111347Fairly Satisfied
33%22%24%9%-%31%20%27%17%23%21%22%22%27%29%15%23%

c

151207048*6580543910011579105452160126Very Satisfied
54%65%59%78%100%52%65%55%65%60%67%65%66%61%54%70%62%

af

Don't Know (DO NOT READ
2773-525377773*58OUT)
8%4%6%4%-%4%2%5%5%4%4%6%5%4%*%6%4%

251619854*1031058050138150106139653373173NET: Satisfied
87%87%83%87%100%82%85%82%82%82%88%87%88%88%83%85%85%

1793-910651275534512NET: Dissatisfied
2%4%8%5%-%7%8%7%8%7%4%4%3%4%10%6%6%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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Amount / level of lost mail (QOP2. As a recipient and sender of mail, how would you rate the performance of [QV5c provider] in the following areas?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*cbacba*fedcbac*b*abaSignificance Level: 95%
1414554552041471210190210192209175314133145215Unweighted total

913160421891362198180196176194173311115136203Weighted total

-61377-777775-2337Very Dissatisfied
-%4%2%6%4%5%-%4%4%4%4%4%3%-%15%3%2%4%

112353-555454--145Fairly Dissatisfied
15%1%4%7%3%2%-%3%3%3%2%3%3%-%-%*%3%2%

Neither Satisfied Nor
*65175-10101010108-*3510Dissatisfied
2%4%8%2%4%4%-%5%6%5%6%5%4%-%2%3%4%5%

*2422114531-45424545443622262747Fairly Satisfied
3%19%36%26%24%23%-%23%23%23%25%22%21%50%21%23%20%23%

b

7873023118842124109120102120112177891126Very Satisfied
80%66%50%53%62%62%100%62%60%61%58%62%65%45%62%68%67%62%

a

Don't Know (DO NOT READ
-7*285-788887*-468OUT)
-%6%1%6%4%4%-%4%4%4%4%4%4%5%-%4%4%4%

81115234163115216915016614716414939104117173NET: Satisfied
83%85%86%80%86%85%100%85%83%85%83%84%86%95%83%90%87%85%

17461210-121212111210-23712NET: Dissatisfied
15%5%6%13%6%7%-%6%7%6%6%6%6%-%15%3%5%6%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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Amount / level of lost mail (QOP2. As a recipient and sender of mail, how would you rate the performance of [QV5c provider] in the following areas?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

baba*ba*babac*baSignificance Level: 95%
1704514952131478207711441302458215Unweighted total
1663714056161437196741291192258203Weighted total

527--6-7436-17Very Dissatisfied
3%5%5%-%-%4%-%4%5%3%5%-%3%4%

-55*-5*5*51-45Fairly Dissatisfied
-%14%4%*%-%3%6%2%1%4%1%-%7%2%

bc

Neither Satisfied Nor
465526-104635210Dissatisfied
2%17%3%10%11%4%-%5%6%5%3%23%4%5%

b

3412331032824415322241947Fairly Satisfied
21%34%24%18%21%20%31%23%20%25%18%17%33%23%

c

1189873789441225076801330126Very Satisfied
71%24%62%65%54%66%62%62%68%59%67%59%53%62%

a

Don't Know (DO NOT READ
533424-8*87**8OUT)
3%7%2%7%15%3%-%4%*%6%6%1%1%4%

b

1522111947121226167651081021750173NET: Satisfied
91%58%86%83%74%85%94%85%88%83%86%76%86%85%

a

5712*-11*12487-612NET: Dissatisfied
3%19%9%*%-%8%6%6%6%6%5%-%10%6%

ba
Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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Amount / level of lost mail (QOP2. As a recipient and sender of mail, how would you rate the performance of [QV5c provider] in the following areas?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthMonthother main provider

DecNovOctJunMayAprMarFebJanDissatisfiedSatisfiedTOTAL

*c*b*ac*b*a*cb*a*baSignificance Level: 95%
2615233816122135294188215Unweighted total
251822352272525236175203Weighted total

--3----22157Very Dissatisfied
-%-%14%-%-%-%-%10%7%23%3%4%

31-1-----2*5Fairly Dissatisfied
11%7%-%2%-%-%-%-%-%37%*%2%

Neither Satisfied Nor
12*-1*4**2410Dissatisfied
6%13%1%-%5%6%16%1%1%37%3%5%

5446823311-4247Fairly Satisfied
19%22%19%17%36%26%14%13%48%-%24%23%

1610122813515199-118126Very Satisfied
61%58%54%80%59%68%60%75%37%-%67%62%

Don't Know (DO NOT READ
1-3*--2*2*58OUT)
3%-%12%1%-%-%10%1%7%3%3%4%

20141634217192220-160173NET: Satisfied
79%80%73%97%95%94%74%88%85%-%91%85%

3131---224612NET: Dissatisfied
11%7%14%2%-%-%-%10%7%60%3%6%

Columns Tested: a,b - a,b,c - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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Amount / level of lost mail (QOP2. As a recipient and sender of mail, how would you rate the performance of [QV5c provider] in the following areas?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
152172620191913171719142113215Unweighted total
181688142126281416252314203Weighted total

10--1---51-31-11Very Dissatisfied
6%-%-%11%-%-%-%17%9%-%11%6%-%5%

91**22-**1-2211Fairly Dissatisfied
5%10%6%5%17%9%-%1%1%8%-%7%12%5%

Neither Satisfied Nor
46121353143455350Dissatisfied
25%23%20%16%19%25%11%52%22%25%19%23%25%25%

582317515234124565Fairly Satisfied
32%41%38%17%49%24%59%8%21%27%49%16%39%32%

53124298657311361Very Satisfied
29%18%26%50%13%43%30%21%37%41%12%48%23%30%

Don't Know (DO NOT READ
4*1-*---1-2-*5OUT)
2%8%11%-%2%-%-%-%9%-%9%-%1%3%

11145691423881115158126NET: Satisfied
62%60%63%67%63%66%89%29%58%68%61%64%61%62%

201*122-51133222NET: Dissatisfied
11%10%6%16%17%9%-%19%10%8%11%13%12%11%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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Price of postage (QOP2. As a recipient and sender of mail, how would you rate the performance of ^f('QV5c')^ in the following areas?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

bae*d*cbag*fe*d*cb*aSignificance Level: 95%
1081077213154414372672115386215Unweighted total

961071332819067779105256203Weighted total

29*--*116-3--3-11Very Dissatisfied
3%8%3%-%-%5%6%8%-%4%-%-%11%-%5%

831*-1105-5--*-11Fairly Dissatisfied
8%3%6%6%-%8%5%8%-%6%-%-%2%-%5%

Neither Satisfied Nor
2229311247181191-6150Dissatisfied
23%27%25%34%28%20%25%28%21%25%6%-%25%21%25%

303541126114528357265Fairly Satisfied
32%32%33%35%60%24%32%22%70%35%27%100%27%29%32%

332841*35718*247-8361Very Satisfied
34%26%30%25%12%37%30%27%3%30%67%-%34%50%30%

Don't Know (DO NOT READ
14*--*55**--*-5OUT)
1%4%3%-%-%6%3%7%6%*%-%-%1%-%3%

e

6363822511833552105155126NET: Satisfied
66%58%63%60%72%61%62%49%73%65%94%100%61%79%62%

10121*-12111-8--3-22NET: Dissatisfied
10%11%9%6%-%13%11%16%-%10%-%-%13%-%11%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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Price of postage (QOP2. As a recipient and sender of mail, how would you rate the performance of ^f('QV5c')^ in the following areas?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*cbacb*aba*d*c*baSignificance Level: 95%
-151821263889112861711210314241879215Unweighted total
-361521351138696218611722314101203Weighted total

--*-22646147---1011Very Dissatisfied
-%-%6%-%11%7%5%5%6%4%5%6%-%-%-%10%5%

--*-*2864165*-4411Fairly Dissatisfied
-%-%8%-%1%7%7%7%4%6%7%4%5%-%26%4%5%

Neither Satisfied Nor
-1*341123242332427*731750Dissatisfied
-%39%3%24%19%32%21%27%24%16%27%23%17%32%20%16%25%

-1241111371937919461843465Fairly Satisfied
-%41%25%25%53%31%32%22%39%42%22%39%55%37%28%33%32%

cb

-*3438392925729311543661Very Satisfied
-%5%51%27%15%23%34%34%26%32%34%27%23%21%26%36%30%

Don't Know (DO NOT READ
-**4*-*41-41-2--5OUT)
-%14%8%25%2%-%*%5%2%-%5%1%-%10%-%-%3%

-2581419754862164877213870126NET: Satisfied
-%47%76%52%67%54%67%56%64%74%56%66%79%57%54%69%62%

--1-3514101021012*-41422NET: Dissatisfied
-%-%13%-%12%14%12%12%10%10%12%10%5%-%26%14%11%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
Table 107  (continuation)                                                                                                                                                                      Page 1041

Price of postage (QOP2. As a recipient and sender of mail, how would you rate the performance of ^f('QV5c')^ in the following areas?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cb*ababa*e*d*c*baSignificance Level: 95%
14201-1011147214318131927123215Unweighted total

8196-96107691341491625123203Weighted total

-11-4747--2-911Very Dissatisfied
-%6%-%4%7%6%5%-%-%15%-%7%5%

-11-552823**411Fairly Dissatisfied
-%6%-%6%5%4%6%11%33%3%1%3%5%

Neither Satisfied Nor
249-262512386-3103150Dissatisfied

22%25%-%27%23%17%29%41%-%21%41%25%25%

362-2243145133363965Fairly Satisfied
40%32%-%23%40%20%38%23%38%17%25%32%32%

bb

358-3922362532584061Very Satisfied
36%30%-%40%20%51%19%22%28%30%33%32%30%

aa

Don't Know (DO NOT READ
*5-*524*-2-15OUT)
3%3%-%*%5%2%3%3%-%15%-%1%3%

b

6120-616449766681579126NET: Satisfied
76%61%-%64%60%71%57%45%67%47%58%64%62%

a

-22-913616233*1322NET: Dissatisfied
-%11%-%10%12%9%12%11%33%18%1%10%11%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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Price of postage (QOP2. As a recipient and sender of mail, how would you rate the performance of ^f('QV5c')^ in the following areas?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
451981256811311479975175194148183814487215Unweighted total
2818611862*1261249860167171122158743986203Weighted total

1863-810558939*6511Very Dissatisfied
3%4%5%5%-%7%8%6%9%5%5%3%6%*%16%5%5%

bbac

51092-7271995942511Fairly Dissatisfied
16%6%8%3%-%6%2%7%1%5%5%4%6%5%5%6%5%

bg

Neither Satisfied Nor
6483022-283820254342244123151250Dissatisfied

20%26%25%36%-%22%31%20%42%26%24%20%26%32%38%14%25%

ababcdfaa

5623220*35362615516249571783965Fairly Satisfied
17%33%27%33%100%28%29%27%25%30%36%40%36%22%21%45%32%

cefgbc

9523614-44343711534435372582561Very Satisfied
32%28%31%23%-%35%28%38%18%31%26%29%24%33%21%29%30%

acee

Don't Know (DO NOT READ
454*-333345555-*5OUT)

12%3%4%1%-%3%2%3%5%2%3%4%3%7%-%*%3%

aba

141146835*797063261031068494411664126NET: Satisfied
49%62%58%56%100%63%57%64%43%62%62%69%60%56%42%75%62%

eeeegebc

519155-16131261717817481022NET: Dissatisfied
19%10%13%8%-%12%10%13%10%10%10%7%11%6%20%11%11%

c
Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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Price of postage (QOP2. As a recipient and sender of mail, how would you rate the performance of ^f('QV5c')^ in the following areas?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*cbacba*fedcbac*b*abaSignificance Level: 95%
1414554552041471210190210192209175314133145215Unweighted total

913160421891362198180196176194173311115136203Weighted total

-101499-111011111111--7611Very Dissatisfied
-%7%2%10%5%6%-%6%6%5%6%5%6%-%-%6%4%5%

17231110-911111098-361011Fairly Dissatisfied
13%6%4%8%6%7%-%5%6%5%6%5%5%-%26%5%7%5%

Neither Satisfied Nor
23019144834-50445045504222313350Dissatisfied

17%23%31%32%25%25%-%25%24%26%25%26%24%55%18%27%24%25%

447111161372635961566156-3344465Fairly Satisfied
48%36%18%25%32%28%100%32%32%31%32%32%33%-%31%30%33%32%

a

23326105541-60515849585113343861Very Satisfied
22%25%43%23%29%30%-%30%28%29%28%30%29%45%25%29%28%30%

b

Don't Know (DO NOT READ
-41155-555555--455OUT)
-%3%2%2%3%4%-%3%3%3%3%3%3%-%-%3%4%3%

6803720116782123110119105119107166882126NET: Satisfied
70%61%61%48%61%58%100%62%61%61%60%61%62%45%56%59%61%62%

117482018-202121212019-3131522NET: Dissatisfied
13%13%6%18%11%14%-%10%12%11%12%10%11%-%26%11%11%11%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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Price of postage (QOP2. As a recipient and sender of mail, how would you rate the performance of ^f('QV5c')^ in the following areas?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

baba*ba*babac*baSignificance Level: 95%
1704514952131478207711441302458215Unweighted total
1663714056161437196741291192258203Weighted total

8365-7*116562311Very Dissatisfied
5%7%5%9%-%5%7%5%8%4%5%11%5%5%

745613*10294*611Fairly Dissatisfied
4%11%3%11%8%2%6%5%3%7%4%1%11%5%

b

Neither Satisfied Nor
447311733534817342951450Dissatisfied
26%18%22%31%22%24%38%24%22%26%24%24%24%25%

605461625736225404251665Fairly Satisfied
36%14%33%28%11%40%46%32%34%31%35%24%28%32%

a

45164810741*6023373381961Very Satisfied
27%43%35%17%45%28%3%31%32%29%28%38%33%30%

ba

Don't Know (DO NOT READ
333221-5144*-5OUT)
2%7%2%4%15%1%-%3%2%3%4%2%-%3%

10521952599731224877761335126NET: Satisfied
63%57%68%45%55%68%49%62%65%60%63%62%60%62%

a

1571111110121814103922NET: Dissatisfied
9%19%8%20%8%7%13%11%10%11%9%12%16%11%

b
Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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Price of postage (QOP2. As a recipient and sender of mail, how would you rate the performance of ^f('QV5c')^ in the following areas?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthMonthother main provider

DecNovOctJunMayAprMarFebJanDissatisfiedSatisfiedTOTAL

*c*b*ac*b*a*cb*a*baSignificance Level: 95%
2615233816122135294188215Unweighted total
251822352272525236175203Weighted total

-2*-1-2322411Very Dissatisfied
-%11%2%-%5%-%10%11%10%37%2%5%

2-*43--11-1011Fairly Dissatisfied
7%-%2%12%15%-%-%3%3%-%6%5%

Neither Satisfied Nor
58264*5813*4550Dissatisfied

20%43%8%16%18%5%22%31%54%3%25%25%

12391822974-6265Fairly Satisfied
48%15%41%50%10%23%36%26%18%-%35%32%

668812576345361Very Satisfied
24%31%37%22%52%72%28%24%15%60%30%30%

Don't Know (DO NOT READ
**2*--11--15OUT)
2%1%11%1%-%-%5%4%-%-%1%3%

1881725147161384115126NET: Satisfied
72%46%78%72%62%95%64%51%33%60%65%62%

22144-24321522NET: Dissatisfied
7%11%3%12%20%-%10%15%13%37%8%11%

Columns Tested: a,b - a,b,c - a,b,c - a,b,c
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Price of postage (QOP2. As a recipient and sender of mail, how would you rate the performance of ^f('QV5c')^ in the following areas?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 18/01/16



Areas
Price ofAmount / levelLatestCollectionTime ofDelivery consistency /Delivery time (when
postageof lost mailcollection timereliabilitycollectionreliability (e.g. arrivesyou receive your

as promised consistently)mail delivery)

gfedcbaSignificance Level: 95%
215215215215215215215Unweighted total
203203203203203203203Weighted total

117212--Very Dissatisfied
5%4%1%*%1%-%-%

abcdeabd

11571212Fairly Dissatisfied
5%2%3%1%1%*%1%

abcdbd

Neither Satisfied Nor
50101816222829Dissatisfied
25%5%9%8%11%14%14%

abcdeffdfdf

65477160688379Fairly Satisfied
32%23%35%30%34%41%39%

fffdfdf

6112680107938268Very Satisfied
30%62%39%52%46%40%34%

abcdeggabegagg

Don't Know (DO NOT READ
58251816825OUT)
3%4%12%9%8%4%12%

bfgbfggbfg

126173151167162166147NET: Satisfied
62%85%74%82%80%82%73%

aeggaggagg

221292412NET: Dissatisfied
11%6%4%1%2%*%1%

abcdeabcdabd

Columns Tested: a,b,c,d,e,f,g
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QOP2. SUMMARY. As a recipient and sender of mail, how would you rate the performance of [QV5c provider] in the following areas ...
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
152172620191913171719142113215Unweighted total
181688142126281416252314203Weighted total

148577111423231213202012166No Problems
82%82%82%84%81%66%90%82%89%79%79%86%85%82%

8-*11*-21*3-*10Collection reliability
5%-%6%11%9%1%-%8%11%1%11%-%1%5%

9--*13-2-*--19Damaged mail / goods
5%-%-%5%9%17%-%9%-%1%-%-%11%5%

7***-3-3-1-*-8Amount of lost mail
4%7%1%5%-%15%-%10%-%7%-%1%-%4%

Delivery consistency /
reliability (e.g.
arrives as promised

51*1-*-**13-*7consistently)
3%10%5%11%-%2%-%1%2%8%11%-%3%4%

Delivery time (when you
receive your mail

2-1---*---*1*3delivery)
1%-%11%-%-%-%1%-%-%-%1%6%1%2%

Wrong postage /
shortfall on incoming

2-----2------2mail - having to pay
1%-%-%-%-%-%9%-%-%-%-%-%-%1%

1---1--------1Time of collection
1%-%-%-%9%-%-%-%-%-%-%-%-%1%

Lost or late delivery of
1----*---*---1sent mail
*%-%-%-%-%1%-%-%-%2%-%-%-%*%

Trustworthiness of the
---*---------*provider
-%-%-%5%-%-%-%-%-%-%-%-%-%*%

Wrong mail delivered /
our mail delivered

---*---------*elsewhere
-%-%-%5%-%-%-%-%-%-%-%-%-%*%

Accessibility of the
sorting office / opening

*--------*---*hours
*%-%-%-%-%-%-%-%-%1%-%-%-%*%

Account management (if
*---*--------*applicable)
*%-%-%-%2%-%-%-%-%-%-%-%-%*%

*----*-------*Latest collection time
*%-%-%-%-%1%-%-%-%-%-%-%-%*%

Availability of a daily
--------------collection
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
OFC1885
Issue date: 18/01/16
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QOP3. As a sender and recipient of mail, have you experienced any problems with your service from [QV5c provider] in the last 6 months?
Base: All Respondents who use more than one mail service provider



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
152172620191913171719142113215Unweighted total
181688142126281416252314203Weighted total

Problems with  the Smart
--------------Stamp online system
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Recorded letters not
--------------being signed for
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2---------2--2Don't know / na
1%-%-%-%-%-%-%-%-%-%9%-%-%1%

3*-*-----*-214Other
2%2%-%6%-%-%-%-%-%1%-%7%11%2%

3111137351333234Any problem
17%18%18%16%19%34%10%18%11%21%12%14%15%17%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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QOP3. As a sender and recipient of mail, have you experienced any problems with your service from [QV5c provider] in the last 6 months?
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

bae*d*cbag*fe*d*cb*aSignificance Level: 95%
1081077213154414372672115386215Unweighted total

961071332819067779105256203Weighted total

778992251574777295185166No Problems
81%83%70%75%62%70%83%71%97%92%84%97%73%79%82%

ebg

361***97-11-*-10Collection reliability
3%6%6%16%7%2%5%10%-%2%12%-%2%-%5%

e

63*-**93-3--3-9Damaged mail / goods
7%3%3%-%7%3%5%5%-%4%-%-%11%-%5%

621--184-1--218Amount of lost mail
6%2%5%-%-%8%4%6%-%1%-%-%9%21%4%

e

Delivery consistency /
reliability (e.g.
arrives as promised

341**163-2**1-7consistently)
3%4%11%9%7%13%3%5%-%3%4%3%5%-%4%

aa

Delivery time (when you
receive your mail

*31*-121*-*-*-3delivery)
*%2%6%7%-%7%1%1%3%-%4%-%1%-%2%

a

Wrong postage /
shortfall on incoming

2-----22------2mail - having to pay
3%-%-%-%-%-%1%4%-%-%-%-%-%-%1%

-1----11------1Time of collection
-%1%-%-%-%-%1%2%-%-%-%-%-%-%1%

Lost or late delivery of
**1-**---*--*-1sent mail
*%*%4%-%14%2%-%-%-%*%-%-%1%-%*%

a

Trustworthiness of the
*-----*--*----*provider
*%-%-%-%-%-%*%-%-%1%-%-%-%-%*%

Wrong mail delivered /
our mail delivered

*-----*--*----*elsewhere
*%-%-%-%-%-%*%-%-%1%-%-%-%-%*%

Accessibility of the
sorting office / opening

-**-*--*------*hours
-%*%2%-%10%-%-%*%-%-%-%-%-%-%*%

Account management (if
-***--------*-*applicable)
-%*%2%9%-%-%-%-%-%-%-%-%1%-%*%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Produced by OLR
OFC1885
Issue date: 18/01/16
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QOP3. As a sender and recipient of mail, have you experienced any problems with your service from [QV5c provider] in the last 6 months?
Base: All Respondents who use more than one mail service provider



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

bae*d*cbag*fe*d*cb*aSignificance Level: 95%
1081077213154414372672115386215Unweighted total

961071332819067779105256203Weighted total

-**--*---*----*Latest collection time
-%*%1%-%-%2%-%-%-%*%-%-%-%-%*%

Availability of a daily
---------------collection
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Problems with  the Smart
---------------Stamp online system
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Recorded letters not
---------------being signed for
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-2----22------2Don't know / na
-%2%-%-%-%-%1%4%-%-%-%-%-%-%1%

22*--*43-*--1-4Other
2%2%2%-%-%3%2%5%-%*%-%-%3%-%2%

181641123117*62*7134Any problem
19%15%30%25%38%30%16%25%3%8%16%3%27%21%17%

aaee
Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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QOP3. As a sender and recipient of mail, have you experienced any problems with your service from [QV5c provider] in the last 6 months?
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*cbacb*aba*d*c*baSignificance Level: 95%
-151821263889112861711210314241879215Unweighted total
-361521351138696218611722314101203Weighted total

-2511183192598918591072161184166No Problems
-%65%74%74%85%90%82%69%92%87%69%91%62%70%73%83%82%

cb

-1-1-*861364*21610Collection reliability
-%18%-%5%-%1%7%6%1%13%6%4%17%10%8%6%5%

-*--3-572-72-*269Damaged mail / goods
-%5%-%-%12%-%4%8%2%-%8%2%-%2%11%5%5%

a

--**-3362-62*41*8Amount of lost mail
-%-%4%3%-%8%3%7%2%-%7%2%4%17%4%*%4%

Delivery consistency /
reliability (e.g.
arrives as promised

-***1*541343**157consistently)
-%7%8%1%4%1%4%5%1%13%5%3%10%2%6%5%4%

Delivery time (when you
receive your mail

-*1-*-221-21--*23delivery)
-%6%9%-%2%-%2%2%2%-%2%1%-%-%3%2%2%

Wrong postage /
shortfall on incoming

------22--2-----2mail - having to pay
-%-%-%-%-%-%2%3%-%-%3%-%-%-%-%-%1%

------11--1----11Time of collection
-%-%-%-%-%-%1%1%-%-%1%-%-%-%-%1%1%

Lost or late delivery of
-*-*---**-*****-1sent mail
-%10%-%1%-%-%-%*%*%-%*%*%7%1%1%-%*%

Trustworthiness of the
------**--*---*-*provider
-%-%-%-%-%-%*%1%-%-%1%-%-%-%3%-%*%

Wrong mail delivered /
our mail delivered

------**--*---*-*elsewhere
-%-%-%-%-%-%*%1%-%-%1%-%-%-%3%-%*%

Accessibility of the
sorting office / opening

-*-----*--*-----*hours
-%7%-%-%-%-%-%*%-%-%*%-%-%-%-%-%*%

Account management (if
--*----*--*-*---*applicable)
-%-%4%-%-%-%-%*%-%-%*%-%9%-%-%-%*%

---*----*--*--*-*Latest collection time
-%-%-%1%-%-%-%-%*%-%-%*%-%-%1%-%*%

Availability of a daily
-----------------collection
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Produced by OLR
OFC1885
Issue date: 18/01/16
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QOP3. As a sender and recipient of mail, have you experienced any problems with your service from [QV5c provider] in the last 6 months?
Base: All Respondents who use more than one mail service provider



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*cbacb*aba*d*c*baSignificance Level: 95%
-151821263889112861711210314241879215Unweighted total
-361521351138696218611722314101203Weighted total

Problems with  the Smart
-----------------Stamp online system
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Recorded letters not
-----------------being signed for
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---2---2--2--2--2Don't know / na
-%-%-%16%-%-%-%3%-%-%3%-%-%10%-%-%1%

--**-*24--4----44Other
-%-%2%1%-%1%1%4%-%-%4%-%-%-%-%4%2%

ba

-1213320247324101441734Any problem
-%35%26%10%15%10%18%28%8%13%28%9%38%19%27%17%17%

ba
Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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QOP3. As a sender and recipient of mail, have you experienced any problems with your service from [QV5c provider] in the last 6 months?
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cb*ababa*e*d*c*baSignificance Level: 95%
14201-1011147214318131927123215Unweighted total

8196-96107691341491625123203Weighted total

5161-749347119135821105166No Problems
67%82%-%76%87%67%89%89%60%47%82%85%82%

b

-10-6454--*1910Collection reliability
-%5%-%6%3%8%3%-%-%1%2%7%5%

*9-5555122-49Damaged mail / goods
3%5%-%5%4%6%4%10%21%15%-%3%5%

26-8-8**-3238Amount of lost mail
25%3%-%9%-%11%*%1%-%19%6%2%4%

aa

Delivery consistency /
reliability (e.g.
arrives as promised

*7-6252-11157consistently)
5%3%-%6%2%8%1%-%17%4%2%4%4%

a

Delivery time (when you
receive your mail

-3-*312--*-33delivery)
-%2%-%*%3%2%1%-%-%1%-%2%2%

Wrong postage /
shortfall on incoming

-2-2-2----2-2mail - having to pay
-%1%-%2%-%3%-%-%-%-%9%-%1%

a

-1--1-1----11Time of collection
-%1%-%-%1%-%1%-%-%-%-%1%1%

Lost or late delivery of
-1-**-1*---*1sent mail
-%*%-%*%*%-%*%1%-%-%-%*%*%

Trustworthiness of the
-*-*-*----*-*provider
-%*%-%*%-%1%-%-%-%-%2%-%*%

Wrong mail delivered /
our mail delivered

-*-*-*----*-*elsewhere
-%*%-%*%-%1%-%-%-%-%2%-%*%

Accessibility of the
sorting office / opening

*--*-*----*-*hours
3%-%-%*%-%*%-%-%-%-%1%-%*%

Account management (if
-*--*-*-*---*applicable)
-%*%-%-%*%-%*%-%3%-%-%-%*%

-*--*-*----**Latest collection time
-%*%-%-%*%-%*%-%-%-%-%*%*%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Produced by OLR
OFC1885
Issue date: 18/01/16
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QOP3. As a sender and recipient of mail, have you experienced any problems with your service from [QV5c provider] in the last 6 months?
Base: All Respondents who use more than one mail service provider



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cb*ababa*e*d*c*baSignificance Level: 95%
14201-1011147214318131927123215Unweighted total

8196-96107691341491625123203Weighted total

Availability of a daily
-------------collection
-%-%-%-%-%-%-%-%-%-%-%-%-%

Problems with  the Smart
-------------Stamp online system
-%-%-%-%-%-%-%-%-%-%-%-%-%

Recorded letters not
-------------being signed for
-%-%-%-%-%-%-%-%-%-%-%-%-%

-2--2-2--2--2Don't know / na
-%1%-%-%2%-%2%-%-%15%-%-%1%

-4-3*31**--44Other
-%2%-%4%*%5%*%1%2%-%-%3%2%

a

332-2312231223651834Any problem
33%16%-%24%11%33%9%11%40%39%18%15%17%

aa
Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c
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QOP3. As a sender and recipient of mail, have you experienced any problems with your service from [QV5c provider] in the last 6 months?
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
451981256811311479975175194148183814487215Unweighted total
2818611862*1261249860167171122158743986203Weighted total

221529456*951047353131143102136622972166No Problems
79%82%80%90%100%76%84%74%88%78%84%83%86%85%74%84%82%

afff

*946-4642976411710Collection reliability
1%5%3%9%-%3%5%4%3%6%4%5%3%1%3%9%5%

c

175--939*96533519Damaged mail / goods
3%4%4%-%-%7%2%9%*%6%3%4%2%4%14%1%5%

cacega

*77--868*8424**88Amount of lost mail
1%4%6%-%-%6%5%8%*%5%2%2%2%*%*%9%4%

cabcec

Delivery consistency /
reliability (e.g.
arrives as promised

2643-444176433*47consistently)
7%3%3%5%-%3%3%4%2%4%4%4%2%4%1%5%4%

Delivery time (when you
receive your mail

*31*-321132221-*3delivery)
1%2%1%1%-%2%1%1%2%2%1%1%1%2%-%1%2%

Wrong postage /
shortfall on incoming

-22--22--22-2-2-2mail - having to pay
-%1%2%-%-%2%2%-%-%1%1%-%2%-%6%-%1%

ac

-1-1--1--1111--11Time of collection
-%1%-%2%-%-%1%-%-%1%1%1%1%-%-%1%1%

Lost or late delivery of
*1**-*1***111-**1sent mail
1%*%*%*%-%*%*%*%1%*%*%*%*%-%*%*%*%

Trustworthiness of the
--*--*-*-*-----**provider
-%-%*%-%-%*%-%*%-%*%-%-%-%-%-%1%*%

Wrong mail delivered /
our mail delivered

--*--*-*-*-----**elsewhere
-%-%*%-%-%*%-%*%-%*%-%-%-%-%-%1%*%

Accessibility of the
sorting office / opening

-***--*--****-*-*hours
-%*%*%*%-%-%*%-%-%*%*%*%*%-%1%-%*%

Account management (if
***--**-*****-*-*applicable)
1%*%*%-%-%*%*%-%*%*%*%*%*%-%1%-%*%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Produced by OLR
OFC1885
Issue date: 18/01/16
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QOP3. As a sender and recipient of mail, have you experienced any problems with your service from [QV5c provider] in the last 6 months?
Base: All Respondents who use more than one mail service provider



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
451981256811311479975175194148183814487215Unweighted total
2818611862*1261249860167171122158743986203Weighted total

-*-*--*-*-***--**Latest collection time
-%*%-%*%-%-%*%-%*%-%*%*%*%-%-%*%*%

Availability of a daily
-----------------collection
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Problems with  the Smart
-----------------Stamp online system
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Recorded letters not
-----------------being signed for
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

222--2-2222222--2Don't know / na
8%1%2%-%-%2%-%2%4%1%1%2%1%3%-%-%1%

bg

*24--414*44324*-4Other
*%1%3%-%-%3%1%4%*%2%2%3%1%5%*%-%2%

a

431226-2820235342518199101434Any problem
13%17%18%10%-%22%16%23%8%20%15%15%12%12%26%16%17%

caeae

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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QOP3. As a sender and recipient of mail, have you experienced any problems with your service from [QV5c provider] in the last 6 months?
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*cbacba*fedcbac*b*abaSignificance Level: 95%
1414554552041471210190210192209175314133145215Unweighted total

913160421891362198180196176194173311115136203Weighted total

7110463415411121621471601431591473694113166No Problems
78%84%77%81%81%82%100%81%81%82%82%82%85%100%56%82%83%82%

1533107-1010108108-15910Collection reliability
16%4%5%8%5%5%-%5%5%5%5%5%5%-%13%5%7%5%

*72*84-968686-2529Damaged mail / goods
2%5%3%1%4%3%-%5%4%4%4%4%4%-%15%4%2%5%

*35485-888884-*148Amount of lost mail
1%2%8%10%4%4%-%4%5%4%5%4%3%-%2%1%3%4%

Delivery consistency /
reliability (e.g.
arrives as promised

*61376-777775-1567consistently)
1%4%2%8%4%5%-%4%4%4%4%4%3%-%11%4%4%4%

Delivery time (when you
receive your mail

*11132-333333--133delivery)
2%1%2%1%2%2%-%2%2%2%2%2%2%-%-%1%2%2%

Wrong postage /
shortfall on incoming

--2-2--222222--2-2mail - having to pay
-%-%4%-%1%-%-%1%1%1%1%1%1%-%-%2%-%1%

b

1---11-111-11---11Time of collection
14%-%-%-%1%1%-%1%1%1%-%1%1%-%-%-%1%1%

Lost or late delivery of
**-*11-111111--*11sent mail
2%*%-%1%*%*%-%*%*%*%*%*%*%-%-%*%*%*%

Trustworthiness of the
-*--**-*****-----*provider
-%*%-%-%*%*%-%*%*%*%*%*%-%-%-%-%-%*%

Wrong mail delivered /
our mail delivered

-*--**-*****-----*elsewhere
-%*%-%-%*%*%-%*%*%*%*%*%-%-%-%-%-%*%

Accessibility of the
sorting office / opening

*---**-*****-----*hours
3%-%-%-%*%*%-%*%*%*%*%*%-%-%-%-%-%*%

Account management (if
-*-***-*****--****applicable)
-%*%-%1%*%*%-%*%*%*%*%*%-%-%2%*%*%*%

-*--**-******--***Latest collection time
-%*%-%-%*%*%-%*%*%*%*%*%*%-%-%*%*%*%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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QOP3. As a sender and recipient of mail, have you experienced any problems with your service from [QV5c provider] in the last 6 months?
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*cbacba*fedcbac*b*abaSignificance Level: 95%
1414554552041471210190210192209175314133145215Unweighted total

913160421891362198180196176194173311115136203Weighted total

Availability of a daily
------------------collection
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Problems with  the Smart
------------------Stamp online system
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Recorded letters not
------------------being signed for
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-2--22-222222--222Don't know / na
-%2%-%-%1%2%-%1%1%1%1%1%1%-%-%2%2%1%

-22*44-444444-*224Other
-%1%4%1%2%3%-%2%2%2%2%2%2%-%1%2%2%2%

2191483322-343133303324-5182034Any problem
22%14%23%19%18%16%-%17%17%17%17%17%14%-%44%16%15%17%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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QOP3. As a sender and recipient of mail, have you experienced any problems with your service from [QV5c provider] in the last 6 months?
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

baba*ba*babac*baSignificance Level: 95%
1704514952131478207711441302458215Unweighted total
1663714056161437196741291192258203Weighted total

166-1184391226160621051061738166No Problems
100%-%85%77%55%85%94%81%83%81%89%79%66%82%

aa

-1082-8-103741510Collection reliability
-%26%6%3%-%6%-%5%4%5%3%4%9%5%

b

-954*7*9542259Damaged mail / goods
-%25%3%8%1%5%6%4%7%3%2%11%8%5%

bc

-85133-8172158Amount of lost mail
-%22%4%2%18%2%-%4%2%5%2%6%8%4%

b

Delivery consistency /
reliability (e.g.
arrives as promised

-761-5-7445*27consistently)
-%19%4%1%-%3%-%4%5%3%4%2%4%4%

b

Delivery time (when you
receive your mail

-33*-3-3211-23delivery)
-%8%2%1%-%2%-%2%3%1%1%-%3%2%

b

Wrong postage /
shortfall on incoming

-2-2-2-2-2--22mail - having to pay
-%7%-%4%-%2%-%1%-%2%-%-%4%1%

bbc

-11--1-1-1--11Time of collection
-%3%1%-%-%1%-%1%-%1%-%-%2%1%

b

Lost or late delivery of
-1****-1*****1sent mail
-%1%*%*%1%*%-%*%*%*%*%1%*%*%

Trustworthiness of the
-**--*-*-*--**provider
-%1%*%-%-%*%-%*%-%*%-%-%1%*%

Wrong mail delivered /
our mail delivered

-**--*-*-*--**elsewhere
-%1%*%-%-%*%-%*%-%*%-%-%1%*%

Accessibility of the
sorting office / opening

-*-----*-*--**hours
-%1%-%-%-%-%-%*%-%*%-%-%*%*%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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Table 109  (continuation)                                                                                                                                                                      Page 1060

QOP3. As a sender and recipient of mail, have you experienced any problems with your service from [QV5c provider] in the last 6 months?
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

baba*ba*babac*baSignificance Level: 95%
1704514952131478207711441302458215Unweighted total
1663714056161437196741291192258203Weighted total

Account management (if
-**--*-**-*--*applicable)
-%1%*%-%-%*%-%*%*%-%*%-%-%*%

-**--*-*-*-*-*Latest collection time
-%1%*%-%-%*%-%*%-%*%-%1%-%*%

Availability of a daily
--------------collection
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Problems with  the Smart
--------------Stamp online system
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Recorded letters not
--------------being signed for
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-2-22--2-22--2Don't know / na
-%6%-%4%15%-%-%1%-%2%2%-%-%1%

bb

-44-22-412**34Other
-%10%3%-%11%2%-%2%2%2%*%2%6%2%

bc

-342110522*3412221142034Any problem
-%94%15%19%30%15%6%17%17%17%9%21%34%17%

bc
Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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QOP3. As a sender and recipient of mail, have you experienced any problems with your service from [QV5c provider] in the last 6 months?
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthMonthother main provider

DecNovOctJunMayAprMarFebJanDissatisfiedSatisfiedTOTAL

*c*b*ac*b*a*cb*a*baSignificance Level: 95%
2615233816122135294188215Unweighted total
251822352272525236175203Weighted total

17151731195212318-156166No Problems
66%86%77%88%86%66%83%94%78%-%89%82%

41**3--*13310Collection reliability
15%7%2%1%12%-%-%1%4%40%1%5%

*112-*2*2449Damaged mail / goods
2%7%7%5%-%3%10%1%7%60%2%5%

4-*2-*2*-258Amount of lost mail
15%-%2%5%-%6%7%1%-%37%3%4%

Delivery consistency /
reliability (e.g.
arrives as promised

1-*13*-11-37consistently)
6%-%2%3%12%3%-%3%3%-%2%4%

Delivery time (when you
receive your mail

1-1**--*--13delivery)
6%-%3%1%2%-%-%1%-%-%*%2%

Wrong postage /
shortfall on incoming

--------2-22mail - having to pay
-%-%-%-%-%-%-%-%10%-%1%1%

-1---------1Time of collection
-%7%-%-%-%-%-%-%-%-%-%1%

Lost or late delivery of
--*---**-**1sent mail
-%-%1%-%-%-%1%1%-%3%*%*%

Trustworthiness of the
---*-------*provider
-%-%-%1%-%-%-%-%-%-%-%*%

Wrong mail delivered /
our mail delivered

---*-------*elsewhere
-%-%-%1%-%-%-%-%-%-%-%*%

Accessibility of the
sorting office / opening

--*-------**hours
-%-%1%-%-%-%-%-%-%-%*%*%

Account management (if
---*------**applicable)
-%-%-%1%-%-%-%-%-%-%*%*%

--*------*-*Latest collection time
-%-%1%-%-%-%-%-%-%3%-%*%

Availability of a daily
------------collection
-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c - a,b,c
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QOP3. As a sender and recipient of mail, have you experienced any problems with your service from [QV5c provider] in the last 6 months?
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthMonthother main provider

DecNovOctJunMayAprMarFebJanDissatisfiedSatisfiedTOTAL

*c*b*ac*b*a*cb*a*baSignificance Level: 95%
2615233816122135294188215Unweighted total
251822352272525236175203Weighted total

Problems with  the Smart
------------Stamp online system
-%-%-%-%-%-%-%-%-%-%-%-%

Recorded letters not
------------being signed for
-%-%-%-%-%-%-%-%-%-%-%-%

--2--------2Don't know / na
-%-%11%-%-%-%-%-%-%-%-%1%

--1--2-**124Other
-%-%7%-%-%25%-%1%2%23%1%2%

92343242561934Any problem
34%14%13%12%14%34%17%6%22%100%11%17%

Columns Tested: a,b - a,b,c - a,b,c - a,b,c
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QOP3. As a sender and recipient of mail, have you experienced any problems with your service from [QV5c provider] in the last 6 months?
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
3444337232733445Unweighted total
3311137351353237Weighted total

8-*11*-21*3-*10Collection reliability
25%-%33%68%46%3%-%46%100%5%50%-%9%26%

9--*13-2-*--19Damaged mail / goods
27%-%-%32%46%50%-%47%-%5%-%-%73%25%

7***-3-3-1-*-8Amount of lost mail
22%39%7%32%-%45%-%53%-%36%-%5%-%22%

Delivery consistency /
reliability (e.g.
arrives as promised

51*1-*-**13-*7consistently)
16%52%30%68%-%5%-%7%16%37%50%-%18%19%

Delivery time (when you
receive your mail

2-1---*---*1*3delivery)
7%-%60%-%-%-%7%-%-%-%7%45%9%8%

Wrong postage /
shortfall on incoming

2-----2------2mail - having to pay
7%-%-%-%-%-%93%-%-%-%-%-%-%7%

1---1--------1Time of collection
4%-%-%-%46%-%-%-%-%-%-%-%-%3%

Lost or late delivery of
1----*---*---1sent mail
2%-%-%-%-%3%-%-%-%10%-%-%-%1%

Trustworthiness of the
---*---------*provider
-%-%-%32%-%-%-%-%-%-%-%-%-%1%

Wrong mail delivered /
our mail delivered

---*---------*elsewhere
-%-%-%32%-%-%-%-%-%-%-%-%-%1%

Accessibility of the
sorting office / opening

*--------*---*hours
1%-%-%-%-%-%-%-%-%7%-%-%-%1%

Account management (if
*---*--------*applicable)
1%-%-%-%8%-%-%-%-%-%-%-%-%1%

*----*-------*Latest collection time
1%-%-%-%-%3%-%-%-%-%-%-%-%1%

Availability of a daily
--------------collection
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------No Problems
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
OFC1885
Issue date: 18/01/16
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QOP3. As a sender and recipient of mail, have you experienced any problems with your service from [QV5c provider] in the last 6 months?
Base: All Respondents who use more than one mail service provider. Excluding those with no problems



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
3444337232733445Unweighted total
3311137351353237Weighted total

Problems with  the Smart
--------------Stamp online system
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Recorded letters not
--------------being signed for
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2---------2--2Don't know / na
7%-%-%-%-%-%-%-%-%-%44%-%-%6%

3*-*-----*-214Other
10%9%-%35%-%-%-%-%-%5%-%50%73%10%

3111137351333234Any problem
93%100%100%100%100%100%100%100%100%100%56%100%100%94%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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QOP3. As a sender and recipient of mail, have you experienced any problems with your service from [QV5c provider] in the last 6 months?
Base: All Respondents who use more than one mail service provider. Excluding those with no problems

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
202520351225171102112145Unweighted total
181941123319*62*7137Weighted total

361***97-11-*-10Collection reliability
18%35%20%66%19%8%27%35%-%20%74%-%7%-%26%

63*-**93-3--3-9Damaged mail / goods
35%15%10%-%19%9%27%16%-%51%-%-%42%-%25%

621--184-1--218Amount of lost mail
33%11%16%-%-%27%23%22%-%8%-%-%33%100%22%

Delivery consistency /
reliability (e.g.
arrives as promised

341**163-2**1-7consistently)
18%21%37%36%18%45%17%17%-%33%26%100%19%-%19%

Delivery time (when you
receive your mail

*31*-121*-*-*-3delivery)
2%14%19%29%-%23%7%3%100%-%26%-%6%-%8%

Wrong postage /
shortfall on incoming

2-----22------2mail - having to pay
13%-%-%-%-%-%7%13%-%-%-%-%-%-%7%

-1----11------1Time of collection
-%7%-%-%-%-%4%6%-%-%-%-%-%-%3%

Lost or late delivery of
**1-**---*--*-1sent mail
1%2%14%-%38%8%-%-%-%3%-%-%5%-%1%

Trustworthiness of the
*-----*--*----*provider
2%-%-%-%-%-%1%-%-%7%-%-%-%-%1%

Wrong mail delivered /
our mail delivered

*-----*--*----*elsewhere
2%-%-%-%-%-%1%-%-%7%-%-%-%-%1%

Accessibility of the
sorting office / opening

-**-*--*------*hours
-%1%6%-%25%-%-%1%-%-%-%-%-%-%1%

Account management (if
-***--------*-*applicable)
-%1%6%34%-%-%-%-%-%-%-%-%3%-%1%

-**--*---*----*Latest collection time
-%1%5%-%-%8%-%-%-%3%-%-%-%-%1%

Availability of a daily
---------------collection
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------No Problems
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Produced by OLR
OFC1885
Issue date: 18/01/16
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QOP3. As a sender and recipient of mail, have you experienced any problems with your service from [QV5c provider] in the last 6 months?
Base: All Respondents who use more than one mail service provider. Excluding those with no problems



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
202520351225171102112145Unweighted total
181941123319*62*7137Weighted total

Problems with  the Smart
---------------Stamp online system
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Recorded letters not
---------------being signed for
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-2----22------2Don't know / na
-%13%-%-%-%-%7%12%-%-%-%-%-%-%6%

22*--*43-*--1-4Other
9%12%7%-%-%12%11%16%-%1%-%-%10%-%10%

181641123117*62*7134Any problem
100%87%100%100%100%100%93%88%100%100%100%100%100%100%94%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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QOP3. As a sender and recipient of mail, have you experienced any problems with your service from [QV5c provider] in the last 6 months?
Base: All Respondents who use more than one mail service provider. Excluding those with no problems

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*ac*b*ab*a*d*c*b*aSignificance Level: 95%
-6765315359135105771445Unweighted total
-1243320277327101741737Weighted total

-1-1-*861364*21610Collection reliability
-%51%-%17%-%14%39%21%19%100%21%41%45%34%29%34%26%

-*--3-572-72-*269Damaged mail / goods
-%15%-%-%79%-%24%27%28%-%27%21%-%5%43%33%25%

--**-3362-62*41*8Amount of lost mail
-%-%17%11%-%86%15%22%30%-%22%22%12%56%16%3%22%

Delivery consistency /
reliability (e.g.
arrives as promised

-***1*541343**157consistently)
-%20%29%4%28%14%23%15%7%100%15%32%26%7%24%29%19%

Delivery time (when you
receive your mail

-*1-*-221-21--*23delivery)
-%16%34%-%13%-%9%6%20%-%6%15%-%-%11%12%8%

Wrong postage /
shortfall on incoming

------22--2-----2mail - having to pay
-%-%-%-%-%-%12%9%-%-%9%-%-%-%-%-%7%

------11--1----11Time of collection
-%-%-%-%-%-%6%5%-%-%5%-%-%-%-%7%3%

Lost or late delivery of
-*-*---**-*****-1sent mail
-%30%-%5%-%-%-%1%3%-%1%2%19%3%5%-%1%

Trustworthiness of the
------**--*---*-*provider
-%-%-%-%-%-%2%2%-%-%2%-%-%-%11%-%1%

Wrong mail delivered /
our mail delivered

------**--*---*-*elsewhere
-%-%-%-%-%-%2%2%-%-%2%-%-%-%11%-%1%

Accessibility of the
sorting office / opening

-*-----*--*-----*hours
-%20%-%-%-%-%-%1%-%-%1%-%-%-%-%-%1%

Account management (if
--*----*--*-*---*applicable)
-%-%14%-%-%-%-%1%-%-%1%-%24%-%-%-%1%

---*----*--*--*-*Latest collection time
-%-%-%5%-%-%-%-%3%-%-%2%-%-%5%-%1%

Availability of a daily
-----------------collection
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------No Problems
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Produced by OLR
OFC1885
Issue date: 18/01/16
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QOP3. As a sender and recipient of mail, have you experienced any problems with your service from [QV5c provider] in the last 6 months?
Base: All Respondents who use more than one mail service provider. Excluding those with no problems



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*ac*b*ab*a*d*c*b*aSignificance Level: 95%
-6765315359135105771445Unweighted total
-1243320277327101741737Weighted total

Problems with  the Smart
-----------------Stamp online system
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Recorded letters not
-----------------being signed for
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---2---2--2--2--2Don't know / na
-%-%-%62%-%-%-%9%-%-%9%-%-%34%-%-%6%

--**-*24--4----44Other
-%-%6%5%-%14%8%14%-%-%14%-%-%-%-%22%10%

-1213320247324101441734Any problem
-%100%100%38%100%100%100%91%100%100%91%100%100%66%100%100%94%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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Table 110  (continuation)                                                                                                                                                                      Page 1069

QOP3. As a sender and recipient of mail, have you experienced any problems with your service from [QV5c provider] in the last 6 months?
Base: All Respondents who use more than one mail service provider. Excluding those with no problems

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cb*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
540-2718202545762245Unweighted total
334-2314231423951837Weighted total

-10-6454--*1910Collection reliability
-%28%-%27%25%24%30%-%-%2%13%49%26%

*9-5555122-49Damaged mail / goods
8%26%-%21%32%20%33%87%53%28%-%20%25%

26-8-8**-3238Amount of lost mail
75%18%-%36%-%35%2%7%-%36%36%16%22%

Delivery consistency /
reliability (e.g.
arrives as promised

*7-6252-11157consistently)
16%20%-%25%11%23%13%-%41%7%13%25%19%

Delivery time (when you
receive your mail

-3-*312--*-33delivery)
-%9%-%1%20%7%11%-%-%2%-%16%8%

Wrong postage /
shortfall on incoming

-2-2-2----2-2mail - having to pay
-%7%-%11%-%11%-%-%-%-%52%-%7%

-1--1-1----11Time of collection
-%4%-%-%9%-%9%-%-%-%-%7%3%

Lost or late delivery of
-1-**-1*---*1sent mail
-%2%-%1%3%-%4%11%-%-%-%2%1%

Trustworthiness of the
-*-*-*----*-*provider
-%1%-%2%-%2%-%-%-%-%9%-%1%

Wrong mail delivered /
our mail delivered

-*-*-*----*-*elsewhere
-%1%-%2%-%2%-%-%-%-%9%-%1%

Accessibility of the
sorting office / opening

*--*-*----*-*hours
9%-%-%1%-%1%-%-%-%-%5%-%1%

Account management (if
-*--*-*-*---*applicable)
-%1%-%-%2%-%2%-%6%-%-%-%1%

-*--*-*----**Latest collection time
-%1%-%-%1%-%1%-%-%-%-%1%1%

Availability of a daily
-------------collection
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------No Problems
-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Produced by OLR
OFC1885
Issue date: 18/01/16
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QOP3. As a sender and recipient of mail, have you experienced any problems with your service from [QV5c provider] in the last 6 months?
Base: All Respondents who use more than one mail service provider. Excluding those with no problems



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cb*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
540-2718202545762245Unweighted total
334-2314231423951837Weighted total

Problems with  the Smart
-------------Stamp online system
-%-%-%-%-%-%-%-%-%-%-%-%-%

Recorded letters not
-------------being signed for
-%-%-%-%-%-%-%-%-%-%-%-%-%

-2--2-2--2--2Don't know / na
-%7%-%-%17%-%17%-%-%27%-%-%6%

-4-3*31**--44Other
-%11%-%15%3%15%4%6%5%-%-%20%10%

332-2312231223651834Any problem
100%93%-%100%83%100%83%100%100%73%100%100%94%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c
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QOP3. As a sender and recipient of mail, have you experienced any problems with your service from [QV5c provider] in the last 6 months?
Base: All Respondents who use more than one mail service provider. Excluding those with no problems

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*cba*c*bagf*edcba*c*b*aSignificance Level: 95%
1441308-363130164337313316121645Unweighted total

633246-30202573627212211101437Weighted total

*946-4642976411710Collection reliability
7%28%17%93%-%13%31%16%29%26%25%29%19%10%12%53%26%

175--939*96533519Damaged mail / goods
13%20%22%-%-%30%14%35%2%25%22%27%15%28%54%5%25%

*77--868*8424**88Amount of lost mail
5%22%30%-%-%26%32%31%4%21%13%9%16%1%2%57%22%

bb

Delivery consistency /
reliability (e.g.
arrives as promised

2643-444176433*47consistently)
33%19%16%47%-%14%20%16%14%20%23%22%16%27%3%28%19%

Delivery time (when you
receive your mail

*31*-321132221-*3delivery)
6%9%4%6%-%9%8%3%17%8%6%8%7%10%-%3%8%

Wrong postage /
shortfall on incoming

-22--22--22-2-2-2mail - having to pay
-%7%10%-%-%8%12%-%-%7%9%-%11%-%24%-%7%

b

-1-1--1--1111--11Time of collection
-%4%-%20%-%-%6%-%-%3%5%6%6%-%-%9%3%

Lost or late delivery of
*1**-*1***111-**1sent mail
3%2%1%3%-%1%3%1%5%1%2%3%2%-%2%3%1%

Trustworthiness of the
--*--*-*-*-----**provider
-%-%2%-%-%1%-%2%-%1%-%-%-%-%-%3%1%

Wrong mail delivered /
our mail delivered

--*--*-*-*-----**elsewhere
-%-%2%-%-%1%-%2%-%1%-%-%-%-%-%3%1%

Accessibility of the
sorting office / opening

-***--*--****-*-*hours
-%1%1%4%-%-%1%-%-%1%1%1%1%-%2%-%1%

Account management (if
***--**-*****-*-*applicable)
4%1%1%-%-%1%1%-%3%1%1%1%1%-%2%-%1%

-*-*--*-*-***--**Latest collection time
-%1%-%3%-%-%1%-%3%-%1%1%1%-%-%1%1%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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QOP3. As a sender and recipient of mail, have you experienced any problems with your service from [QV5c provider] in the last 6 months?
Base: All Respondents who use more than one mail service provider. Excluding those with no problems

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*cba*c*bagf*edcba*c*b*aSignificance Level: 95%
1441308-363130164337313316121645Unweighted total

633246-30202573627212211101437Weighted total

Availability of a daily
-----------------collection
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------No Problems
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Problems with  the Smart
-----------------Stamp online system
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Recorded letters not
-----------------being signed for
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

222--2-2222222--2Don't know / na
39%7%10%-%-%8%-%9%33%7%9%11%11%21%-%-%6%

*24--414*44324*-4Other
2%7%16%-%-%13%3%15%4%11%14%16%11%33%2%-%10%

431226-2820235342518199101434Any problem
61%93%90%100%-%92%100%91%67%93%91%89%89%79%100%100%94%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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QOP3. As a sender and recipient of mail, have you experienced any problems with your service from [QV5c provider] in the last 6 months?
Base: All Respondents who use more than one mail service provider. Excluding those with no problems

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*cba*fedcba*c*b*a*baSignificance Level: 95%
62613154432-454144414429-7253045Unweighted total
2211483625-373336333627-5212337Weighted total

1533107-1010108108-15910Collection reliability
70%25%22%39%27%30%-%26%29%27%26%27%30%-%30%25%41%26%

*72*84-968686-2529Damaged mail / goods
9%34%13%5%22%16%-%25%19%22%19%22%23%-%34%22%10%25%

*35485-888884-*148Amount of lost mail
5%15%37%51%23%21%-%22%25%23%25%23%16%-%4%7%19%22%

Delivery consistency /
reliability (e.g.
arrives as promised

*61376-777775-1567consistently)
5%27%10%42%20%26%-%19%21%20%21%20%19%-%26%24%24%19%

Delivery time (when you
receive your mail

*11132-333333--133delivery)
9%7%11%8%9%10%-%8%8%9%9%9%12%-%-%5%14%8%

Wrong postage /
shortfall on incoming

--2-2--222222--2-2mail - having to pay
-%-%17%-%7%-%-%7%7%7%7%7%9%-%-%12%-%7%

1---11-111-11---11Time of collection
60%-%-%-%3%5%-%3%4%3%-%3%5%-%-%-%5%3%

Lost or late delivery of
**-*11-111111--*11sent mail
9%2%-%4%2%2%-%1%2%2%2%2%2%-%-%2%2%1%

Trustworthiness of the
-*--**-*****-----*provider
-%2%-%-%1%2%-%1%1%1%1%1%-%-%-%-%-%1%

Wrong mail delivered /
our mail delivered

-*--**-*****-----*elsewhere
-%2%-%-%1%2%-%1%1%1%1%1%-%-%-%-%-%1%

Accessibility of the
sorting office / opening

*---**-*****-----*hours
11%-%-%-%1%1%-%1%1%1%1%1%-%-%-%-%-%1%

Account management (if
-*-***-*****--****applicable)
-%1%-%3%1%1%-%1%1%1%1%1%-%-%5%1%1%1%

-*--**-******--***Latest collection time
-%1%-%-%1%1%-%1%1%1%1%1%1%-%-%1%1%1%

Availability of a daily
------------------collection
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------No Problems
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Produced by OLR
OFC1885
Issue date: 18/01/16
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QOP3. As a sender and recipient of mail, have you experienced any problems with your service from [QV5c provider] in the last 6 months?
Base: All Respondents who use more than one mail service provider. Excluding those with no problems



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*cba*fedcba*c*b*a*baSignificance Level: 95%
62613154432-454144414429-7253045Unweighted total
2211483625-373336333627-5212337Weighted total

Problems with  the Smart
------------------Stamp online system
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Recorded letters not
------------------being signed for
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-2--22-222222--222Don't know / na
-%11%-%-%7%10%-%6%7%7%7%7%9%-%-%11%10%6%

-22*44-444444-*224Other
-%8%16%6%11%15%-%10%12%11%12%11%14%-%2%8%11%10%

2191483322-343133303324-5182034Any problem
100%89%100%100%93%90%-%94%93%93%93%93%91%-%100%89%90%94%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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QOP3. As a sender and recipient of mail, have you experienced any problems with your service from [QV5c provider] in the last 6 months?
Base: All Respondents who use more than one mail service provider. Excluding those with no problems

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*ba*b*a*b*a*ba*ba*c*b*aSignificance Level: 95%
-45261452614412331952145Unweighted total
-372113722*3612251342037Weighted total

-1082-8-103741510Collection reliability
-%26%38%12%-%37%-%27%24%27%28%19%27%26%

-954*7*9542259Damaged mail / goods
-%25%22%33%2%33%100%24%43%16%16%54%24%25%

-85133-8172158Amount of lost mail
-%22%23%10%41%15%-%23%12%27%19%27%23%22%

Delivery consistency /
reliability (e.g.
arrives as promised

-761-5-7445*27consistently)
-%19%28%6%-%22%-%20%29%15%35%11%11%19%

Delivery time (when you
receive your mail

-33*-3-3211-23delivery)
-%8%13%3%-%12%-%8%16%5%9%-%10%8%

Wrong postage /
shortfall on incoming

-2-2-2-2-2--22mail - having to pay
-%7%-%19%-%11%-%7%-%10%-%-%12%7%

-11--1-1-1--11Time of collection
-%3%6%-%-%6%-%3%-%5%-%-%6%3%

Lost or late delivery of
-1****-1*****1sent mail
-%1%2%1%2%2%-%1%3%1%1%4%1%1%

Trustworthiness of the
-**--*-*-*--**provider
-%1%2%-%-%2%-%1%-%2%-%-%2%1%

Wrong mail delivered /
our mail delivered

-**--*-*-*--**elsewhere
-%1%2%-%-%2%-%1%-%2%-%-%2%1%

Accessibility of the
sorting office / opening

-*-----*-*--**hours
-%1%-%-%-%-%-%1%-%1%-%-%1%1%

Account management (if
-**--*-**-*--*applicable)
-%1%1%-%-%1%-%1%2%-%2%-%-%1%

-**--*-*-*-*-*Latest collection time
-%1%1%-%-%1%-%1%-%1%-%4%-%1%

Availability of a daily
--------------collection
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------No Problems
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Produced by OLR
OFC1885
Issue date: 18/01/16
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QOP3. As a sender and recipient of mail, have you experienced any problems with your service from [QV5c provider] in the last 6 months?
Base: All Respondents who use more than one mail service provider. Excluding those with no problems



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*ba*b*a*b*a*ba*ba*c*b*aSignificance Level: 95%
-45261452614412331952145Unweighted total
-372113722*3612251342037Weighted total

Problems with  the Smart
--------------Stamp online system
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Recorded letters not
--------------being signed for
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-2-22--2-22--2Don't know / na
-%6%-%18%34%-%-%6%-%10%18%-%-%6%

-44-22-412**34Other
-%10%18%-%23%10%-%11%12%10%1%11%16%10%

-342110522*3412221142034Any problem
-%94%100%82%66%100%100%94%100%90%82%100%100%94%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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QOP3. As a sender and recipient of mail, have you experienced any problems with your service from [QV5c provider] in the last 6 months?
Base: All Respondents who use more than one mail service provider. Excluding those with no problems

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthMonthother main provider

DecNovOctJunMayAprMarFebJanDissatisfiedSatisfiedTOTAL

*c*b*a*c*b*a*c*b*a*b*aSignificance Level: 95%
82762438542945Unweighted total
92543242561937Weighted total

41**3--*13310Collection reliability
45%50%7%10%86%-%-%11%18%40%13%26%

*112-*2*2449Damaged mail / goods
5%50%29%40%-%8%57%11%32%60%20%25%

4-*2-*2*-258Amount of lost mail
46%-%7%40%-%18%39%10%-%37%26%22%

Delivery consistency /
reliability (e.g.
arrives as promised

1-*13*-11-37consistently)
17%-%7%26%86%8%-%46%12%-%16%19%

Delivery time (when you
receive your mail

1-1**--*--13delivery)
17%-%11%10%14%-%-%11%-%-%4%8%

Wrong postage /
shortfall on incoming

--------2-22mail - having to pay
-%-%-%-%-%-%-%-%46%-%12%7%

-1---------1Time of collection
-%50%-%-%-%-%-%-%-%-%-%3%

Lost or late delivery of
--*---**-**1sent mail
-%-%4%-%-%-%4%11%-%3%2%1%

Trustworthiness of the
---*-------*provider
-%-%-%10%-%-%-%-%-%-%-%1%

Wrong mail delivered /
our mail delivered

---*-------*elsewhere
-%-%-%10%-%-%-%-%-%-%-%1%

Accessibility of the
sorting office / opening

--*-------**hours
-%-%5%-%-%-%-%-%-%-%1%1%

Account management (if
---*------**applicable)
-%-%-%5%-%-%-%-%-%-%1%1%

--*------*-*Latest collection time
-%-%4%-%-%-%-%-%-%3%-%1%

Availability of a daily
------------collection
-%-%-%-%-%-%-%-%-%-%-%-%

------------No Problems
-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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QOP3. As a sender and recipient of mail, have you experienced any problems with your service from [QV5c provider] in the last 6 months?
Base: All Respondents who use more than one mail service provider. Excluding those with no problems

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthMonthother main provider

DecNovOctJunMayAprMarFebJanDissatisfiedSatisfiedTOTAL

*c*b*a*c*b*a*c*b*a*b*aSignificance Level: 95%
82762438542945Unweighted total
92543242561937Weighted total

Problems with  the Smart
------------Stamp online system
-%-%-%-%-%-%-%-%-%-%-%-%

Recorded letters not
------------being signed for
-%-%-%-%-%-%-%-%-%-%-%-%

--2--------2Don't know / na
-%-%46%-%-%-%-%-%-%-%-%6%

--1--2-**124Other
-%-%29%-%-%73%-%11%9%23%12%10%

92343242561934Any problem
100%100%54%100%100%100%100%100%100%100%100%94%

Columns Tested: a,b - a,b,c - a,b,c - a,b,c
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QOP3. As a sender and recipient of mail, have you experienced any problems with your service from [QV5c provider] in the last 6 months?
Base: All Respondents who use more than one mail service provider. Excluding those with no problems

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
102--2113-11-112Unweighted total
131--1*25-*2-214Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

**---*-------1Fairly Dissatisfied
2%81%-%-%-%100%-%-%-%-%-%-%-%5%

Neither Satisfied Nor
-*-----------*Dissatisfied
-%19%-%-%-%-%-%-%-%-%-%-%-%1%

4------2-*--24Fairly Satisfied
32%-%-%-%-%-%-%48%-%100%-%-%100%31%

*------*-----*Very Satisfied
1%-%-%-%-%-%-%4%-%-%-%-%-%1%

Have not Contacted / Not
Applicable (DO NOT READ

8---1-22--2--8OUT)
65%-%-%-%100%-%100%49%-%-%100%-%-%62%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

4------3-*--24NET: Satisfied
33%-%-%-%-%-%-%51%-%100%-%-%100%32%

**---*-------1NET: Dissatisfied
2%81%-%-%-%100%-%-%-%-%-%-%-%5%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QOP3A2  Thinking about contacting DHL with a service query, request or complaint, and your experiences in the last six months, please rate DHL on
the following aspects .)
Base: All of the respondents who have contacted DHL with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
84512272-4--6-12Unweighted total
861***135-4--5-14Weighted total

---------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

***--**--*--*-1Fairly Dissatisfied
6%3%24%-%-%65%4%-%-%11%-%-%4%-%5%

Neither Satisfied Nor
*-*--*------*-*Dissatisfied
1%-%13%-%-%35%-%-%-%-%-%-%2%-%1%

4-*-*-42----2-4Fairly Satisfied
56%-%21%-%50%-%31%50%-%-%-%-%39%-%31%

*-**-----*----*Very Satisfied
2%-%22%100%-%-%-%-%-%4%-%-%-%-%1%

Have not Contacted / Not
Applicable (DO NOT READ

36*-*-82-4--3-8OUT)
34%97%21%-%50%-%65%50%-%85%-%-%54%-%62%

Don't Know / (DO NOT
---------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

4-***-42-*--2-4NET: Satisfied
58%-%43%100%50%-%31%50%-%4%-%-%39%-%32%

***--**--*--*-1NET: Dissatisfied
6%3%24%-%-%65%4%-%-%11%-%-%4%-%5%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QOP3A2  Thinking about contacting DHL with a service query, request or complaint, and your experiences in the last six months, please rate DHL on
the following aspects .)
Base: All of the respondents who have contacted DHL with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
-2132-4102-102341212Unweighted total
-**5*-8113-113*7*414Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--*-*--1--1--**-1Fairly Dissatisfied
-%-%100%-%65%-%-%6%-%-%6%-%-%3%100%-%5%

Neither Satisfied Nor
----*--*--*-*---*Dissatisfied
-%-%-%-%35%-%-%1%-%-%1%-%24%-%-%-%1%

-*----432-32*2--4Fairly Satisfied
-%49%-%-%-%-%53%23%58%-%23%58%38%32%-%-%31%

-*-----*--*-----*Very Satisfied
-%51%-%-%-%-%-%2%-%-%2%-%-%-%-%-%1%

Have not Contacted / Not
Applicable (DO NOT READ

---5--471-71*5-48OUT)
-%-%-%100%-%-%47%68%42%-%68%42%38%65%-%100%62%

Don't Know / (DO NOT
-----------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*----432-32*2--4NET: Satisfied
-%100%-%-%-%-%53%25%58%-%25%58%38%32%-%-%32%

--*-*--1--1--**-1NET: Dissatisfied
-%-%100%-%65%-%-%6%-%-%6%-%-%3%100%-%5%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QOP3A2  Thinking about contacting DHL with a service query, request or complaint, and your experiences in the last six months, please rate DHL on
the following aspects .)
Base: All of the respondents who have contacted DHL with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
111-84662231412Unweighted total
*13-103863*5*514Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

**-****-**--1Fairly Dissatisfied
100%4%-%2%15%3%8%-%52%9%-%-%5%

Neither Satisfied Nor
-*-*-*----*-*Dissatisfied
-%1%-%1%-%1%-%-%-%-%100%-%1%

-4-4*22----44Fairly Satisfied
-%31%-%38%5%31%30%-%-%-%-%78%31%

-*--*-*-*---*Very Satisfied
-%1%-%-%6%-%3%-%48%-%-%-%1%

Have not Contacted / Not
Applicable (DO NOT READ

-8-62543-5-18OUT)
-%63%-%59%74%65%59%100%-%91%-%22%62%

Don't Know / (DO NOT
-------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-4-4*22-*--44NET: Satisfied
-%33%-%38%11%31%33%-%48%-%-%78%32%

**-****-**--1NET: Dissatisfied
100%4%-%2%15%3%8%-%52%9%-%-%5%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QOP3A2  Thinking about contacting DHL with a service query, request or complaint, and your experiences in the last six months, please rate DHL on
the following aspects .)
Base: All of the respondents who have contacted DHL with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
612101-118951211101142612Unweighted total
41411*-135961411101154414Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*11--111*1111*-*1Fairly Dissatisfied
5%5%6%-%-%5%13%7%8%5%6%7%6%9%-%5%5%

Neither Satisfied Nor
**---***-****--**Dissatisfied
3%1%-%-%-%1%2%1%-%1%1%1%1%-%-%3%1%

-44--443-4222-234Fairly Satisfied
-%31%38%-%-%31%79%27%-%31%16%18%16%-%41%60%31%

****--*-******--*Very Satisfied
4%1%2%100%-%-%3%-%3%1%2%2%2%3%-%-%1%

Have not Contacted / Not
Applicable (DO NOT READ

486--8*6588785218OUT)
88%62%55%-%-%63%3%65%88%62%75%72%75%88%59%33%62%

Don't Know / (DO NOT
-----------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*44*-443*4222*234NET: Satisfied
4%32%39%100%-%31%82%27%3%32%18%20%18%3%41%60%32%

*11--111*1111*-*1NET: Dissatisfied
5%5%6%-%-%5%13%7%8%5%6%7%6%9%-%5%5%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QOP3A2  Thinking about contacting DHL with a service query, request or complaint, and your experiences in the last six months, please rate DHL on
the following aspects .)
Base: All of the respondents who have contacted DHL with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
-848118-121212121211--71012Unweighted total
-1035118-141414141413--71314Weighted total

------------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--111*-11111*--*-1Fairly Dissatisfied
-%-%21%14%6%2%-%5%5%5%5%5%4%-%-%7%-%5%

Neither Satisfied Nor
-*-***-******--***Dissatisfied
-%1%-%2%1%1%-%1%1%1%1%1%1%-%-%2%1%1%

-22342-444444---44Fairly Satisfied
-%18%74%52%37%22%-%31%31%31%31%31%31%-%-%-%32%31%

-*-**--******--***Very Satisfied
-%2%-%4%2%-%-%1%1%1%1%1%1%-%-%3%1%1%

Have not Contacted / Not
Applicable (DO NOT READ

-8*166-888888--688OUT)
-%80%5%28%54%74%-%62%62%62%62%62%63%-%-%89%65%62%

Don't Know / (DO NOT
------------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-22342-444444--*44NET: Satisfied
-%19%74%56%39%22%-%32%32%32%32%32%33%-%-%3%34%32%

--111*-11111*--*-1NET: Dissatisfied
-%-%21%14%6%2%-%5%5%5%5%5%4%-%-%7%-%5%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QOP3A2  Thinking about contacting DHL with a service query, request or complaint, and your experiences in the last six months, please rate DHL on
the following aspects .)
Base: All of the respondents who have contacted DHL with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
756526111488-312Unweighted total
865855*13779-314Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-1-*---1-1*-*1Fairly Dissatisfied
-%12%-%6%-%-%-%5%-%10%6%-%7%5%

Neither Satisfied Nor
*-*--*-*-**--*Dissatisfied
1%-%2%-%-%2%-%1%-%2%1%-%-%1%

2332-3-4222-24Fairly Satisfied
20%46%47%21%-%47%-%31%28%33%21%-%86%31%

*-*--**--**--*Very Satisfied
2%-%3%-%-%3%100%-%-%3%2%-%-%1%

Have not Contacted / Not
Applicable (DO NOT READ

623653-8546-*8OUT)
76%42%48%74%100%48%-%63%72%53%70%-%6%62%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2332-3*4232-24NET: Satisfied
23%46%50%21%-%50%100%31%28%36%24%-%86%32%

-1-*---1-1*-*1NET: Dissatisfied
-%12%-%6%-%-%-%5%-%10%6%-%7%5%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QOP3A2  Thinking about contacting DHL with a service query, request or complaint, and your experiences in the last six months, please rate DHL on
the following aspects .)
Base: All of the respondents who have contacted DHL with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthMonthother main provider

DecNovOctJunAprMarFebJanDissatisfiedSatisfiedTOTAL

*c*b*a*b*a*c*b*a*b*aSignificance Level: 95%
111112321712Unweighted total
2221**232814Weighted total

-----------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

----*-*--*1Fairly Dissatisfied
-%-%-%-%100%-%20%-%-%6%5%

Neither Satisfied Nor
-------*--*Dissatisfied
-%-%-%-%-%-%-%4%-%-%1%

2----*2-224Fairly Satisfied
100%-%-%-%-%49%72%-%100%22%31%

-----*---**Very Satisfied
-%-%-%-%-%51%-%-%-%2%1%

Have not Contacted / Not
Applicable (DO NOT READ

-221--*2-68OUT)
-%100%100%100%-%-%8%96%-%71%62%

Don't Know / (DO NOT
-----------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%

2----*2-224NET: Satisfied
100%-%-%-%-%100%72%-%100%24%32%

----*-*--*1NET: Dissatisfied
-%-%-%-%100%-%20%-%-%6%5%

Columns Tested: a,b - a,b,c - a,b - a,b,c

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QOP3A2  Thinking about contacting DHL with a service query, request or complaint, and your experiences in the last six months, please rate DHL on
the following aspects .)
Base: All of the respondents who have contacted DHL with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
122--132112-1114Unweighted total

81--1133**-**9Weighted total

-*-----------*Very Dissatisfied
-%81%-%-%-%-%-%-%-%-%-%-%-%6%

*-------*----*Fairly Dissatisfied
3%-%-%-%-%-%-%-%100%-%-%-%-%3%

Neither Satisfied Nor
1----*---*-*-1Dissatisfied
6%-%-%-%-%31%-%-%-%50%-%100%-%6%

3----*2-----*3Fairly Satisfied
35%-%-%-%-%31%93%-%-%-%-%-%100%32%

-*-----------*Very Satisfied
-%19%-%-%-%-%-%-%-%-%-%-%-%1%

Have not Contacted / Not
Applicable (DO NOT READ

4---1-*3-*---4OUT)
54%-%-%-%100%-%7%100%-%50%-%-%-%50%

Don't Know / (DO NOT
*----*-------*READ OUT)
3%-%-%-%-%37%-%-%-%-%-%-%-%2%

3*---*2-----*3NET: Satisfied
35%19%-%-%-%31%93%-%-%-%-%-%100%34%

**------*----1NET: Dissatisfied
3%81%-%-%-%-%-%-%100%-%-%-%-%8%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QOP3A3  Thinking about contacting TNT with a service query, request or complaint, and your experiences in the last six months, please rate TNT on
the following aspects.)
Base: All of the respondents who have contacted TNT with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
59101364612--5-14Unweighted total
352*117313--1-9Weighted total

*-----*-----*-*Very Dissatisfied
14%-%-%-%-%-%7%-%-%-%-%-%39%-%6%

*-*--*-*------*Fairly Dissatisfied
6%-%13%-%-%21%-%7%-%-%-%-%-%-%3%

Neither Satisfied Nor
-11-**-*-*--*-1Dissatisfied
-%10%29%-%66%16%-%5%-%6%-%-%14%-%6%

3**--*23----*-3Fairly Satisfied
75%3%21%-%-%34%35%79%-%-%-%-%16%-%32%

-**--*-*------*Very Satisfied
-%2%6%-%-%10%-%3%-%-%-%-%-%-%1%

Have not Contacted / Not
Applicable (DO NOT READ

*4***-4*13--*-4OUT)
5%80%20%100%34%-%58%6%100%94%-%-%14%-%50%

Don't Know / (DO NOT
-**--*------*-*READ OUT)
-%4%11%-%-%19%-%-%-%-%-%-%16%-%2%

3**--*23----*-3NET: Satisfied
75%5%27%-%-%45%35%82%-%-%-%-%16%-%34%

1-*--***----*-1NET: Dissatisfied
20%-%13%-%-%21%7%7%-%-%-%-%39%-%8%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QOP3A3  Thinking about contacting TNT with a service query, request or complaint, and your experiences in the last six months, please rate TNT on
the following aspects.)
Base: All of the respondents who have contacted TNT with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
-211432104-104251114Unweighted total
-***21572-72*1*39Weighted total

-----*-*--*--*--*Very Dissatisfied
-%-%-%-%-%57%-%7%-%-%7%-%-%42%-%-%6%

----*---*--*----*Fairly Dissatisfied
-%-%-%-%13%-%-%-%13%-%-%13%-%-%-%-%3%

Neither Satisfied Nor
-***---**-*****-1Dissatisfied
-%50%100%100%-%-%-%5%10%-%5%10%50%15%100%-%6%

-----*23*-3*-*--3Fairly Satisfied
-%-%-%-%-%20%47%38%10%-%38%10%-%15%-%-%32%

----*--*--*--*--*Very Satisfied
-%-%-%-%6%-%-%2%-%-%2%-%-%10%-%-%1%

Have not Contacted / Not
Applicable (DO NOT READ

-*--1*331-31*--34OUT)
-%50%-%-%69%22%53%45%68%-%45%68%50%-%-%100%50%

Don't Know / (DO NOT
----*--*--*--*--*READ OUT)
-%-%-%-%12%-%-%3%-%-%3%-%-%18%-%-%2%

----**23*-3*-*--3NET: Satisfied
-%-%-%-%6%20%47%40%10%-%40%10%-%25%-%-%34%

----**-**-**-*--1NET: Dissatisfied
-%-%-%-%13%57%-%7%13%-%7%13%-%42%-%-%8%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QOP3A3  Thinking about contacting TNT with a service query, request or complaint, and your experiences in the last six months, please rate TNT on
the following aspects.)
Base: All of the respondents who have contacted TNT with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
311-9577-124714Unweighted total
18-7262-*1359Weighted total

*--*-*---*--*Very Dissatisfied
54%-%-%7%-%7%-%-%-%81%-%-%6%

-*--*-*----**Fairly Dissatisfied
-%3%-%-%11%-%10%-%-%-%-%5%3%

Neither Satisfied Nor
-1-****---**1Dissatisfied
-%7%-%5%9%3%15%-%-%-%12%3%6%

*3-3*3*---2*3Fairly Satisfied
23%33%-%39%9%41%8%-%-%-%82%8%32%

-*-*--*--*--*Very Satisfied
-%1%-%2%-%-%5%-%-%19%-%-%1%

Have not Contacted / Not
Applicable (DO NOT READ

-4-3131---*44OUT)
-%56%-%44%71%46%62%-%-%-%6%84%50%

Don't Know / (DO NOT
*--*-*--*---*READ OUT)

23%-%-%3%-%3%-%-%100%-%-%-%2%

*3-3*3*--*2*3NET: Satisfied
23%35%-%41%9%41%12%-%-%19%82%8%34%

**-****--*-*1NET: Dissatisfied
54%3%-%7%11%7%10%-%-%81%-%5%8%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QOP3A3  Thinking about contacting TNT with a service query, request or complaint, and your experiences in the last six months, please rate TNT on
the following aspects.)
Base: All of the respondents who have contacted TNT with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
613102-1210751012101225714Unweighted total
1651-75124636*449Weighted total

***--*-*-****--**Very Dissatisfied
36%8%9%-%-%7%-%32%-%11%8%16%8%-%-%12%6%

-*---*--*-*-**--*Fairly Dissatisfied
-%4%-%-%-%3%-%-%12%-%4%-%4%56%-%-%3%

Neither Satisfied Nor
*1*--111*1111**-1Dissatisfied

26%9%6%-%-%7%10%35%18%12%9%17%9%44%8%-%6%

*33--33--33*3-2*3Fairly Satisfied
15%47%52%-%-%39%52%-%-%61%45%6%45%-%59%9%32%

**---********-*-*Very Satisfied
8%2%-%-%-%2%2%7%6%3%2%4%2%-%3%-%1%

Have not Contacted / Not
Applicable (DO NOT READ

-221-32*1*222-134OUT)
-%27%29%100%-%40%32%12%64%8%28%52%28%-%30%75%50%

Don't Know / (DO NOT
***--***-****--**READ OUT)

15%3%4%-%-%3%4%14%-%5%4%7%4%-%-%5%2%

*33--33**33*3-3*3NET: Satisfied
23%49%52%-%-%40%54%7%6%64%47%9%47%-%62%9%34%

*1*--1-***1*1*-*1NET: Dissatisfied
36%12%9%-%-%10%-%32%12%11%12%16%12%56%-%12%8%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QOP3A3  Thinking about contacting TNT with a service query, request or complaint, and your experiences in the last six months, please rate TNT on
the following aspects.)
Base: All of the respondents who have contacted TNT with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
2667149-14121413148-27914Unweighted total
*26296-989897-*439Weighted total

--****-*****-----*Very Dissatisfied
-%-%8%31%6%9%-%6%6%6%6%6%-%-%-%-%-%6%

-*--**-******--***Fairly Dissatisfied
-%10%-%-%3%4%-%3%3%3%3%3%3%-%-%5%9%3%

Neither Satisfied Nor
-***1*-1*111*-**11Dissatisfied
-%8%6%12%6%3%-%6%4%6%6%6%2%-%100%8%20%6%

**2*3*-333332--2*3Fairly Satisfied
61%9%39%13%32%4%-%32%32%32%31%32%34%-%-%54%7%32%

*--**--******--***Very Satisfied
39%-%-%7%1%-%-%1%1%1%1%1%2%-%-%2%4%1%

Have not Contacted / Not
Applicable (DO NOT READ

-23*44-444444--124OUT)
-%73%44%24%50%77%-%50%52%50%51%50%60%-%-%31%61%50%

Don't Know / (DO NOT
--****-*****-----*READ OUT)
-%-%3%13%2%4%-%2%2%2%2%2%-%-%-%-%-%2%

**2*3*-333333--3*3NET: Satisfied
100%9%39%20%34%4%-%34%33%34%32%34%35%-%-%56%11%34%

-***11-11111*--**1NET: Dissatisfied
-%10%8%31%8%13%-%8%8%8%8%8%3%-%-%5%9%8%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
Table 112  (continuation)                                                                                                                                                                      Page 1093

Professionalism and handling of any query / complaint (QOP3A3  Thinking about contacting TNT with a service query, request or complaint, and your experiences in the last six months, please rate TNT on
the following aspects.)
Base: All of the respondents who have contacted TNT with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
6874-9-1421253614Unweighted total
5453-7-9*81179Weighted total

*------*-*-*-*Very Dissatisfied
10%-%-%-%-%-%-%6%-%6%-%57%-%6%

*--*-*-*-**--*Fairly Dissatisfied
4%-%-%8%-%3%-%3%-%3%24%-%-%3%

Neither Satisfied Nor
-1**-*-1-1***1Dissatisfied
-%14%7%6%-%5%-%6%-%6%18%21%2%6%

*3*2-2-3*3*-23Fairly Satisfied
3%72%4%83%-%33%-%32%53%31%39%-%35%32%

-*-*-*-*-*--**Very Satisfied
-%3%-%4%-%1%-%1%-%1%-%-%2%1%

Have not Contacted / Not
Applicable (DO NOT READ

4*4--4-4*4**44OUT)
83%5%89%-%-%58%-%50%47%50%19%22%58%50%

Don't Know / (DO NOT
-*-----*-*--**READ OUT)
-%6%-%-%-%-%-%2%-%2%-%-%3%2%

*3*3-3-3*3*-33NET: Satisfied
3%75%4%86%-%34%-%34%53%33%39%-%37%34%

1--*-*-1-1**-1NET: Dissatisfied
14%-%-%8%-%3%-%8%-%9%24%57%-%8%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
Table 112  (continuation)                                                                                                                                                                      Page 1094

Professionalism and handling of any query / complaint (QOP3A3  Thinking about contacting TNT with a service query, request or complaint, and your experiences in the last six months, please rate TNT on
the following aspects.)
Base: All of the respondents who have contacted TNT with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthother main provider

JunMayAprMarFebJanDissatisfiedSatisfiedTOTAL

*c*b*a*c*b*a*b*aSignificance Level: 95%
221243-1214Unweighted total
*4**13-89Weighted total

----*--**Very Dissatisfied
-%-%-%-%51%-%-%6%6%

*------**Fairly Dissatisfied
53%-%-%-%-%-%-%3%3%

Neither Satisfied Nor
----**-*1Dissatisfied
-%-%-%-%37%6%-%4%6%

*----3-33Fairly Satisfied
47%-%-%-%-%94%-%34%32%

----*--**Very Satisfied
-%-%-%-%12%-%-%1%1%

Have not Contacted / Not
Applicable (DO NOT READ

-4-*---44OUT)
-%100%-%100%-%-%-%52%50%

Don't Know / (DO NOT
--*-----*READ OUT)
-%-%100%-%-%-%-%-%2%

*---*3-33NET: Satisfied
47%-%-%-%12%94%-%35%34%

*---*--11NET: Dissatisfied
53%-%-%-%51%-%-%9%8%

Columns Tested: a,b - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QOP3A3  Thinking about contacting TNT with a service query, request or complaint, and your experiences in the last six months, please rate TNT on
the following aspects.)
Base: All of the respondents who have contacted TNT with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
31--1-11-----4Unweighted total
1*--*-**-----1Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
1-----**-----1Dissatisfied

76%-%-%-%-%-%100%100%-%-%-%-%-%51%

--------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-----------*Very Satisfied
-%100%-%-%-%-%-%-%-%-%-%-%-%33%

Have not Contacted / Not
Applicable (DO NOT READ

*---*--------*OUT)
24%-%-%-%100%-%-%-%-%-%-%-%-%16%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-----------*NET: Satisfied
-%100%-%-%-%-%-%-%-%-%-%-%-%33%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QOP3A4  Thinking about contacting UK Mail with a service query, request or complaint, and your experiences in the last six months, please rate UK
Mail on the following aspects.)
Base: All of the respondents who have contacted UK Mail with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
3131-21--1--3-4Unweighted total
1*1*-1*--*--1-1Weighted total

---------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
1-1--1---*--*-1Dissatisfied

60%-%76%-%-%100%-%-%-%100%-%-%34%-%51%

---------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*-----*-----*-*Very Satisfied
40%-%-%-%-%-%100%-%-%-%-%-%45%-%33%

Have not Contacted / Not
Applicable (DO NOT READ

-***--------*-*OUT)
-%100%24%100%-%-%-%-%-%-%-%-%21%-%16%

Don't Know / (DO NOT
---------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*-----*-----*-*NET: Satisfied
40%-%-%-%-%-%100%-%-%-%-%-%45%-%33%

---------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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Professionalism and handling of any query / complaint (QOP3A4  Thinking about contacting UK Mail with a service query, request or complaint, and your experiences in the last six months, please rate UK
Mail on the following aspects.)
Base: All of the respondents who have contacted UK Mail with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
--1--1131-3112--4Unweighted total
--*--**1*-1**1--1Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
------***-**-*--1Dissatisfied
-%-%-%-%-%-%100%34%100%-%34%100%-%43%-%-%51%

-----------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----*-*--*--*--*Very Satisfied
-%-%-%-%-%100%-%45%-%-%45%-%-%57%-%-%33%

Have not Contacted / Not
Applicable (DO NOT READ

--*----*--*-*---*OUT)
-%-%100%-%-%-%-%21%-%-%21%-%100%-%-%-%16%

Don't Know / (DO NOT
-----------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----*-*--*--*--*NET: Satisfied
-%-%-%-%-%100%-%45%-%-%45%-%-%57%-%-%33%

-----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QOP3A4  Thinking about contacting UK Mail with a service query, request or complaint, and your experiences in the last six months, please rate UK
Mail on the following aspects.)
Base: All of the respondents who have contacted UK Mail with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
13-3131111-14Unweighted total
*1-1*1****-*1Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-1-1-1-*---*1Dissatisfied
-%76%-%60%-%60%-%100%-%-%-%100%51%

-------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

*--*-*---*--*Very Satisfied
100%-%-%40%-%40%-%-%-%100%-%-%33%

Have not Contacted / Not
Applicable (DO NOT READ

-*--*-*-*---*OUT)
-%24%-%-%100%-%100%-%100%-%-%-%16%

Don't Know / (DO NOT
-------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

*--*-*---*--*NET: Satisfied
100%-%-%40%-%40%-%-%-%100%-%-%33%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QOP3A4  Thinking about contacting UK Mail with a service query, request or complaint, and your experiences in the last six months, please rate UK
Mail on the following aspects.)
Base: All of the respondents who have contacted UK Mail with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
223--423142221124Unweighted total
111--111*1111**11Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--*--1*1-1---*-*1Dissatisfied
-%-%34%-%-%51%62%60%-%51%-%-%-%100%-%43%51%

-----------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

***--*-*-****--**Very Satisfied
68%68%45%-%-%33%-%40%-%33%68%68%68%-%-%57%33%

Have not Contacted / Not
Applicable (DO NOT READ

***--**-*****-*-*OUT)
32%32%21%-%-%16%38%-%100%16%32%32%32%-%100%-%16%

Don't Know / (DO NOT
-----------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

***--*-*-****--**NET: Satisfied
68%68%45%-%-%33%-%40%-%33%68%68%68%-%-%57%33%

-----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QOP3A4  Thinking about contacting UK Mail with a service query, request or complaint, and your experiences in the last six months, please rate UK
Mail on the following aspects.)
Base: All of the respondents who have contacted UK Mail with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
-22444-444442-1114Unweighted total
-11111-111111-***1Weighted total

------------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-**111-111111----1Dissatisfied
-%62%43%51%51%51%-%51%51%51%51%51%100%-%-%-%-%51%

------------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--****-*****-----*Very Satisfied
-%-%57%33%33%33%-%33%33%33%33%33%-%-%-%-%-%33%

Have not Contacted / Not
Applicable (DO NOT READ

-*-***-*****--****OUT)
-%38%-%16%16%16%-%16%16%16%16%16%-%-%100%100%100%16%

Don't Know / (DO NOT
------------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--****-*****-----*NET: Satisfied
-%-%57%33%33%33%-%33%33%33%33%33%-%-%-%-%-%33%

------------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QOP3A4  Thinking about contacting UK Mail with a service query, request or complaint, and your experiences in the last six months, please rate UK
Mail on the following aspects.)
Base: All of the respondents who have contacted UK Mail with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
223--3-4132114Unweighted total
111--1-1*11**1Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
**1--1-1-1*-*1Dissatisfied

43%62%76%-%-%76%-%51%-%60%62%-%100%51%

--------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*------*-*-*-*Very Satisfied
57%-%-%-%-%-%-%33%-%40%-%100%-%33%

Have not Contacted / Not
Applicable (DO NOT READ

-**--*-**-*--*OUT)
-%38%24%-%-%24%-%16%100%-%38%-%-%16%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*------*-*-*-*NET: Satisfied
57%-%-%-%-%-%-%33%-%40%-%100%-%33%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
Table 113  (continuation)                                                                                                                                                                      Page 1102

Professionalism and handling of any query / complaint (QOP3A4  Thinking about contacting UK Mail with a service query, request or complaint, and your experiences in the last six months, please rate UK
Mail on the following aspects.)
Base: All of the respondents who have contacted UK Mail with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthMonthother main provider

DecOctJunFebDissatisfiedSatisfiedTOTAL

*b*a*a*a*b*aSignificance Level: 95%
1111-34Unweighted total
****-11Weighted total

-------Very Dissatisfied
-%-%-%-%-%-%-%

-------Fairly Dissatisfied
-%-%-%-%-%-%-%

Neither Satisfied Nor
**---*1Dissatisfied

100%100%-%-%-%34%51%

-------Fairly Satisfied
-%-%-%-%-%-%-%

---*-**Very Satisfied
-%-%-%100%-%45%33%

Have not Contacted / Not
Applicable (DO NOT READ

--*--**OUT)
-%-%100%-%-%21%16%

Don't Know / (DO NOT
-------READ OUT)
-%-%-%-%-%-%-%

---*-**NET: Satisfied
-%-%-%100%-%45%33%

-------NET: Dissatisfied
-%-%-%-%-%-%-%

Columns Tested: a,b - a,b

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QOP3A4  Thinking about contacting UK Mail with a service query, request or complaint, and your experiences in the last six months, please rate UK
Mail on the following aspects.)
Base: All of the respondents who have contacted UK Mail with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
12242311312--120Unweighted total
151112225*2--218Weighted total

2-*----2-----3Very Dissatisfied
16%-%9%-%-%-%-%49%-%-%-%-%-%14%

2-*-*2-------2Fairly Dissatisfied
13%-%9%-%14%100%-%-%-%-%-%-%-%11%

Neither Satisfied Nor
--------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

4*-----2-1---4Fairly Satisfied
24%52%-%-%-%-%-%48%-%50%-%-%-%23%

*------*-----*Very Satisfied
1%-%-%-%-%-%-%4%-%-%-%-%-%1%

Have not Contacted / Not
Applicable (DO NOT READ

6**1*-2-*1--27OUT)
38%48%41%100%11%-%100%-%100%50%-%-%100%42%

Don't Know / (DO NOT
1-*-1--------2READ OUT)
8%-%41%-%75%-%-%-%-%-%-%-%-%9%

4*-----3-1---4NET: Satisfied
25%52%-%-%-%-%-%51%-%50%-%-%-%24%

4-*-*2-2-----4NET: Dissatisfied
29%-%19%-%14%100%-%49%-%-%-%-%-%25%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QOP3A5  Thinking about contacting UPS with a service query, request or complaint, and your experiences in the last six months, please rate UPS on
the following aspects.)
Base: All of the respondents who have contacted UPS with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
1286312143-10--7-20Unweighted total

9911**173-7--7-18Weighted total

*2*--*2-----3-3Very Dissatisfied
1%26%10%-%-%50%14%-%-%-%-%-%34%-%14%

2***-*2--*--2-2Fairly Dissatisfied
20%2%32%35%-%50%10%-%-%1%-%-%25%-%11%

Neither Satisfied Nor
---------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

31----42-1--*-4Fairly Satisfied
32%14%-%-%-%-%24%77%-%17%-%-%6%-%23%

*-**-----*----*Very Satisfied
2%-%18%29%-%-%-%-%-%2%-%-%-%-%1%

Have not Contacted / Not
Applicable (DO NOT READ

25***-71-4--3-7OUT)
26%57%40%37%100%-%42%23%-%57%-%-%34%-%42%

Don't Know / (DO NOT
2-----2--2----2READ OUT)

19%-%-%-%-%-%10%-%-%23%-%-%-%-%9%

31**--42-1--*-4NET: Satisfied
34%14%18%29%-%-%24%77%-%19%-%-%6%-%24%

23**-*4--*--4-4NET: Dissatisfied
21%29%42%35%-%100%24%-%-%1%-%-%59%-%25%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QOP3A5  Thinking about contacting UPS with a service query, request or complaint, and your experiences in the last six months, please rate UPS on
the following aspects.)
Base: All of the respondents who have contacted UPS with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
-323165173-173342720Unweighted total
-1*2248153-1531311018Weighted total

----2*-3--3--*-23Very Dissatisfied
-%-%-%-%100%2%-%16%-%-%16%-%-%3%-%25%14%

--*--2-*2-*2*---2Fairly Dissatisfied
-%-%100%-%-%38%-%2%65%-%2%65%65%-%-%-%11%

Neither Satisfied Nor
-----------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----224--4--3--4Fairly Satisfied
-%-%-%-%-%39%29%27%-%-%27%-%-%89%-%-%23%

-*-----*--*-----*Very Satisfied
-%21%-%-%-%-%-%1%-%-%1%-%-%-%-%-%1%

Have not Contacted / Not
Applicable (DO NOT READ

-1-*-1671-71***67OUT)
-%79%-%9%-%21%71%43%35%-%43%35%35%7%48%63%42%

Don't Know / (DO NOT
---2---2--2---*12READ OUT)
-%-%-%91%-%-%-%11%-%-%11%-%-%-%52%12%9%

-*---224--4--3--4NET: Satisfied
-%21%-%-%-%39%29%28%-%-%28%-%-%89%-%-%24%

--*-22-32-32**-24NET: Dissatisfied
-%-%100%-%100%40%-%18%65%-%18%65%65%3%-%25%25%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QOP3A5  Thinking about contacting UPS with a service query, request or complaint, and your experiences in the last six months, please rate UPS on
the following aspects.)
Base: All of the respondents who have contacted UPS with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
119-14610104373320Unweighted total
*17-1531352282318Weighted total

-3-3-3---3--3Very Dissatisfied
-%14%-%17%-%19%-%-%-%30%-%-%14%

-2-2*2***2--2Fairly Dissatisfied
-%11%-%12%8%13%7%4%14%20%-%-%11%

Neither Satisfied Nor
-------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

*4-4-31--*124Fairly Satisfied
100%21%-%27%-%22%25%-%-%6%58%72%23%

-*--*-*-*---*Very Satisfied
-%1%-%-%7%-%4%-%11%-%-%-%1%

Have not Contacted / Not
Applicable (DO NOT READ

-7-61622131*7OUT)
-%43%-%42%42%46%32%96%75%31%42%13%42%

Don't Know / (DO NOT
-2-*1-2--1-*2READ OUT)
-%10%-%3%43%-%33%-%-%14%-%14%9%

*4-4*31-**124NET: Satisfied
100%22%-%27%7%22%28%-%11%6%58%72%24%

-4-4*4***4--4NET: Dissatisfied
-%26%-%28%8%32%7%4%14%49%-%-%25%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QOP3A5  Thinking about contacting UPS with a service query, request or complaint, and your experiences in the last six months, please rate UPS on
the following aspects.)
Base: All of the respondents who have contacted UPS with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
1018151-191317820171317102820Unweighted total

51612*-1811172181391383718Weighted total

*3---323-3333-2*3Very Dissatisfied
2%16%-%-%-%14%21%15%-%14%19%28%19%-%92%2%14%

*22--222*22*2**22Fairly Dissatisfied
7%13%16%-%-%11%18%10%14%11%15%4%15%1%8%24%11%

Neither Satisfied Nor
-----------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*43--444-42*2--44Fairly Satisfied
10%26%23%-%-%23%32%24%-%23%13%5%13%-%-%59%23%

****--*-******--*Very Satisfied
4%1%1%100%-%-%2%-%8%1%1%2%1%2%-%-%1%

Have not Contacted / Not
Applicable (DO NOT READ

257--737175457-17OUT)
50%34%56%-%-%42%27%41%57%42%40%47%40%82%-%9%42%

Don't Know / (DO NOT
12*--2-2*22121-*2READ OUT)

26%11%4%-%-%9%-%10%21%9%12%14%12%14%-%7%9%

143*-444*4212*-44NET: Satisfied
14%27%24%100%-%23%34%24%8%24%14%7%14%2%-%59%24%

*42--444*4434*324NET: Dissatisfied
9%28%16%-%-%25%39%25%14%25%33%32%33%1%100%26%25%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QOP3A5  Thinking about contacting UPS with a service query, request or complaint, and your experiences in the last six months, please rate UPS on
the following aspects.)
Base: All of the respondents who have contacted UPS with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
1136101915-202020192014-3141320Unweighted total
*12671611-181818161815-2111218Weighted total

-3-*3--333332-*3-3Very Dissatisfied
-%21%-%2%16%-%-%14%14%14%15%14%16%-%7%23%-%14%

*2-*22-222222-**22Fairly Dissatisfied
100%15%-%3%13%18%-%11%11%11%12%11%11%-%14%3%16%11%

Neither Satisfied Nor
------------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-13342-444444--144Fairly Satisfied
-%10%51%43%26%15%-%23%23%23%25%23%23%-%-%11%31%23%

-*-**--******--***Very Satisfied
-%2%-%3%1%-%-%1%1%1%1%1%1%-%-%2%2%1%

Have not Contacted / Not
Applicable (DO NOT READ

-53256-777676-1557OUT)
-%39%49%31%33%52%-%42%42%42%36%42%38%-%79%45%47%42%

Don't Know / (DO NOT
-2-122-222222--2*2READ OUT)
-%14%-%18%11%15%-%9%9%9%10%9%11%-%-%15%4%9%

-13342-444444--144NET: Satisfied
-%12%51%45%27%15%-%24%24%24%26%24%25%-%-%13%33%24%

*4-*42-444444-*324NET: Dissatisfied
100%36%-%5%29%18%-%25%25%25%28%25%26%-%21%26%16%25%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
Table 114  (continuation)                                                                                                                                                                      Page 1109

Professionalism and handling of any query / complaint (QOP3A5  Thinking about contacting UPS with a service query, request or complaint, and your experiences in the last six months, please rate UPS on
the following aspects.)
Base: All of the respondents who have contacted UPS with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
12812721411961495620Unweighted total

9998412*1881075618Weighted total

*2*2-3-32**2-3Very Dissatisfied
1%27%1%30%-%22%-%14%29%1%2%46%-%14%

-22*2*-2*22-*2Fairly Dissatisfied
-%22%20%1%41%2%-%11%3%18%26%-%2%11%

Neither Satisfied Nor
--------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2221-4-4-41*24Fairly Satisfied
19%27%25%15%-%31%-%23%-%42%17%9%43%23%

*-*--**--**--*Very Satisfied
2%-%2%-%-%2%100%-%-%2%3%-%-%1%

Have not Contacted / Not
Applicable (DO NOT READ

624323-7433227OUT)
64%19%47%38%59%29%-%42%54%31%46%45%33%42%

Don't Know / (DO NOT
1**1-2-21**-12READ OUT)

13%5%5%15%-%14%-%9%15%5%7%-%22%9%

2231-4*4-41*24NET: Satisfied
21%27%27%15%-%33%100%23%-%44%20%9%43%24%

*42323-43222*4NET: Dissatisfied
1%49%21%31%41%24%-%25%31%20%28%46%2%25%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QOP3A5  Thinking about contacting UPS with a service query, request or complaint, and your experiences in the last six months, please rate UPS on
the following aspects.)
Base: All of the respondents who have contacted UPS with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthMonthother main provider

DecNovJunMarFebJanDissatisfiedSatisfiedTOTAL

*b*a*a*c*b*a*b*aSignificance Level: 95%
43435121520Unweighted total
44243*51218Weighted total

-*-2--2*3Very Dissatisfied
-%3%-%57%-%-%50%1%14%

*-*2---22Fairly Dissatisfied
3%-%10%39%-%-%-%15%11%

Neither Satisfied Nor
---------Dissatisfied
-%-%-%-%-%-%-%-%-%

21--*-224Fairly Satisfied
60%33%-%-%15%-%50%14%23%

---*---**Very Satisfied
-%-%-%4%-%-%-%1%1%

Have not Contacted / Not
Applicable (DO NOT READ

121-3--77OUT)
37%64%38%-%85%-%-%55%42%

Don't Know / (DO NOT
--1--*-22READ OUT)
-%-%53%-%-%100%-%14%9%

21-**-224NET: Satisfied
60%33%-%4%15%-%50%15%24%

***4--224NET: Dissatisfied
3%3%10%96%-%-%50%16%25%

Columns Tested: a,b - a,b,c - a,b

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QOP3A5  Thinking about contacting UPS with a service query, request or complaint, and your experiences in the last six months, please rate UPS on
the following aspects.)
Base: All of the respondents who have contacted UPS with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
51-211-1-1--18Unweighted total
5*-11*-2-*--16Weighted total

*----*-------*Very Dissatisfied
3%-%-%-%-%100%-%-%-%-%-%-%-%3%

---*---------*Fairly Dissatisfied
-%-%-%50%-%-%-%-%-%-%-%-%-%7%

Neither Satisfied Nor
3---1-------13Dissatisfied

50%-%-%-%100%-%-%-%-%-%-%-%100%42%

--------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

**-------*---*Very Satisfied
3%100%-%-%-%-%-%-%-%100%-%-%-%4%

Have not Contacted / Not
Applicable (DO NOT READ

2--*---2-----3OUT)
43%-%-%50%-%-%-%100%-%-%-%-%-%44%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

**-------*---*NET: Satisfied
3%100%-%-%-%-%-%-%-%100%-%-%-%4%

*--*-*-------1NET: Dissatisfied
3%-%-%50%-%100%-%-%-%-%-%-%-%10%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QOP3A6  Thinking about contacting Yodel with a service query, request or complaint, and your experiences in the last six months, please
rate Yodel on the following aspects.)
Base: All of the respondents who have contacted Yodel with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
533--353-4--1-8Unweighted total
52*--*64-2--*-6Weighted total

-**--*---*----*Very Dissatisfied
-%12%41%-%-%41%-%-%-%10%-%-%-%-%3%

*-----*--*----*Fairly Dissatisfied
9%-%-%-%-%-%7%-%-%22%-%-%-%-%7%

Neither Satisfied Nor
11----31-1----3Dissatisfied

30%81%-%-%-%-%46%35%-%63%-%-%-%-%42%

---------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

***--*---*--*-*Very Satisfied
4%6%59%-%-%59%-%-%-%5%-%-%100%-%4%

Have not Contacted / Not
Applicable (DO NOT READ

3-----33------3OUT)
57%-%-%-%-%-%47%65%-%-%-%-%-%-%44%

Don't Know / (DO NOT
---------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

***--*---*--*-*NET: Satisfied
4%6%59%-%-%59%-%-%-%5%-%-%100%-%4%

***--**--1----1NET: Dissatisfied
9%12%41%-%-%41%7%-%-%32%-%-%-%-%10%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QOP3A6  Thinking about contacting Yodel with a service query, request or complaint, and your experiences in the last six months, please
rate Yodel on the following aspects.)
Base: All of the respondents who have contacted Yodel with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
--12-1353-53--258Unweighted total
--**-2233-33--166Weighted total

---*----*--*--*-*Very Dissatisfied
-%-%-%52%-%-%-%-%6%-%-%6%-%-%30%-%3%

------**--*---*-*Fairly Dissatisfied
-%-%-%-%-%-%21%13%-%-%13%-%-%-%70%-%7%

Neither Satisfied Nor
------13--3----33Dissatisfied
-%-%-%-%-%-%59%79%-%-%79%-%-%-%-%48%42%

-----------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--**---*--*----**Very Satisfied
-%-%100%48%-%-%-%8%-%-%8%-%-%-%-%3%4%

Have not Contacted / Not
Applicable (DO NOT READ

-----2*-3--3---33OUT)
-%-%-%-%-%100%21%-%94%-%-%94%-%-%-%49%44%

Don't Know / (DO NOT
-----------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--**---*--*----**NET: Satisfied
-%-%100%48%-%-%-%8%-%-%8%-%-%-%-%3%4%

---*--***-**--1-1NET: Dissatisfied
-%-%-%52%-%-%21%13%6%-%13%6%-%-%100%-%10%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QOP3A6  Thinking about contacting Yodel with a service query, request or complaint, and your experiences in the last six months, please
rate Yodel on the following aspects.)
Base: All of the respondents who have contacted Yodel with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
-8-624411-248Unweighted total
-6-5134**-246Weighted total

-*--*-*----**Very Dissatisfied
-%3%-%-%13%-%5%-%-%-%-%4%3%

-*-*-*----*-*Fairly Dissatisfied
-%7%-%9%-%17%-%-%-%-%26%-%7%

Neither Satisfied Nor
-3-1111---113Dissatisfied
-%42%-%30%87%59%32%-%-%-%74%33%42%

-------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-*-****---*Very Satisfied
-%4%-%5%-%7%2%100%100%-%-%-%4%

Have not Contacted / Not
Applicable (DO NOT READ

-3-3-*2----33OUT)
-%44%-%56%-%17%61%-%-%-%-%63%44%

Don't Know / (DO NOT
-------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-*-****---*NET: Satisfied
-%4%-%5%-%7%2%100%100%-%-%-%4%

-1-****---**1NET: Dissatisfied
-%10%-%9%13%17%5%-%-%-%26%4%10%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QOP3A6  Thinking about contacting Yodel with a service query, request or complaint, and your experiences in the last six months, please
rate Yodel on the following aspects.)
Base: All of the respondents who have contacted Yodel with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
2662-645477653148Unweighted total
1463-443366443*36Weighted total

-*-*--*-*-***--**Very Dissatisfied
-%4%-%7%-%-%5%-%7%-%3%5%4%-%-%6%3%

--*--*-*-*-----**Fairly Dissatisfied
-%-%7%-%-%11%-%13%-%7%-%-%-%-%-%13%7%

Neither Satisfied Nor
113--313-33313--3Dissatisfied

93%28%44%-%-%70%31%79%-%44%45%75%28%97%-%-%42%

-----------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

***--**********-*Very Satisfied
7%6%3%-%-%7%4%8%10%4%5%8%4%3%100%-%4%

Have not Contacted / Not
Applicable (DO NOT READ

-332-*2-233*3--33OUT)
-%62%46%93%-%11%60%-%84%45%47%12%64%-%-%82%44%

Don't Know / (DO NOT
-----------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

***--**********-*NET: Satisfied
7%6%3%-%-%7%4%8%10%4%5%8%4%3%100%-%4%

-***-********--11NET: Dissatisfied
-%4%7%7%-%11%5%13%7%7%3%5%4%-%-%18%10%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
Table 115  (continuation)                                                                                                                                                                      Page 1116

Professionalism and handling of any query / complaint (QOP3A6  Thinking about contacting Yodel with a service query, request or complaint, and your experiences in the last six months, please
rate Yodel on the following aspects.)
Base: All of the respondents who have contacted Yodel with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
-62-86-878786-1468Unweighted total
-42-64-646466-*346Weighted total

-*--**-******--***Very Dissatisfied
-%5%-%-%3%5%-%3%5%3%5%3%3%-%-%6%4%3%

-*--**-*****-----*Fairly Dissatisfied
-%11%-%-%7%11%-%7%11%7%11%7%-%-%-%-%-%7%

Neither Satisfied Nor
-3--33-333333---13Dissatisfied
-%69%-%-%42%70%-%42%67%42%67%42%46%-%-%-%28%42%

------------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-**-**-******-****Very Satisfied
-%4%4%-%4%2%-%4%7%4%7%4%3%-%100%3%6%4%

Have not Contacted / Not
Applicable (DO NOT READ

-*2-3*-3*3*33--333OUT)
-%11%96%-%44%11%-%44%11%44%11%44%48%-%-%91%62%44%

Don't Know / (DO NOT
------------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-**-**-******-****NET: Satisfied
-%4%4%-%4%2%-%4%7%4%7%4%3%-%100%3%6%4%

-1--11-11111*--**1NET: Dissatisfied
-%16%-%-%10%16%-%10%15%10%15%10%3%-%-%6%4%10%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QOP3A6  Thinking about contacting Yodel with a service query, request or complaint, and your experiences in the last six months, please
rate Yodel on the following aspects.)
Base: All of the respondents who have contacted Yodel with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
357116-8354138Unweighted total
424223-6514*26Weighted total

-**--*-*-*-*-*Very Dissatisfied
-%8%5%-%-%7%-%3%-%14%-%100%-%3%

-**--*-*-*--**Fairly Dissatisfied
-%18%11%-%-%15%-%7%-%33%-%-%22%7%

Neither Satisfied Nor
113--1-33-1-13Dissatisfied

31%62%67%-%-%53%-%42%53%-%29%-%74%42%

--------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-**--*-*-**-**Very Satisfied
-%11%7%-%-%10%-%4%-%20%4%-%5%4%

Have not Contacted / Not
Applicable (DO NOT READ

3-*22*-32*3--3OUT)
69%-%11%100%100%15%-%44%47%33%66%-%-%44%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-**--*-*-**-**NET: Satisfied
-%11%7%-%-%10%-%4%-%20%4%-%5%4%

-11--1-1-1-**1NET: Dissatisfied
-%26%15%-%-%22%-%10%-%47%-%100%22%10%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QOP3A6  Thinking about contacting Yodel with a service query, request or complaint, and your experiences in the last six months, please
rate Yodel on the following aspects.)
Base: All of the respondents who have contacted Yodel with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthMonthother main provider

DecOctJunAprFebDissatisfiedSatisfiedTOTAL

*b*a*b*a*a*b*aSignificance Level: 95%
13121258Unweighted total
23*1*246Weighted total

-*---*-*Very Dissatisfied
-%7%-%-%-%11%-%3%

--*----*Fairly Dissatisfied
-%-%100%-%-%-%-%7%

Neither Satisfied Nor
-3---113Dissatisfied
-%93%-%-%-%89%29%42%

--------Fairly Satisfied
-%-%-%-%-%-%-%-%

---**-**Very Satisfied
-%-%-%18%100%-%6%4%

Have not Contacted / Not
Applicable (DO NOT READ

2--*--33OUT)
100%-%-%82%-%-%65%44%

Don't Know / (DO NOT
--------READ OUT)
-%-%-%-%-%-%-%-%

---**-**NET: Satisfied
-%-%-%18%100%-%6%4%

-**--*-1NET: Dissatisfied
-%7%100%-%-%11%-%10%

Columns Tested: a,b - a,b - a,b

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QOP3A6  Thinking about contacting Yodel with a service query, request or complaint, and your experiences in the last six months, please
rate Yodel on the following aspects.)
Base: All of the respondents who have contacted Yodel with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
1033612-2-22-122Unweighted total
1511313-5-13-120Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2------2-----2Fairly Dissatisfied
16%-%-%-%-%-%-%50%-%-%-%-%-%12%

Neither Satisfied Nor
2-*--1----*--2Dissatisfied

12%-%35%-%-%47%-%-%-%-%12%-%-%11%

1-**1--------2Fairly Satisfied
8%-%32%18%100%-%-%-%-%-%-%-%-%11%

***1-----*---2Very Satisfied
2%10%32%33%-%-%-%-%-%16%-%-%-%8%

Have not Contacted / Not
Applicable (DO NOT READ

91-1-2-2-13-112OUT)
63%90%-%49%-%53%-%50%-%84%88%-%100%58%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1*111----*---4NET: Satisfied
10%10%65%51%100%-%-%-%-%16%-%-%-%19%

2------2-----2NET: Dissatisfied
16%-%-%-%-%-%-%50%-%-%-%-%-%12%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
Table 116                                                                                                                                                                                      Page 1120

Professionalism and handling of any query / complaint (QOP3A7  Thinking about contacting Parcelforce with a service query, request or complaint, and your experiences in the last six months, please
rate Parcelforce on the following aspects.)
Base: All of the respondents who have contacted Parcelforce with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
11113--3196-121-2122Unweighted total

8121--1197-11*-1*20Weighted total

---------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-2----2--2----2Fairly Dissatisfied
-%19%-%-%-%-%12%-%-%21%-%-%-%-%12%

Neither Satisfied Nor
*2*--*21----**2Dissatisfied
6%15%52%-%-%52%10%21%-%-%-%-%43%100%11%

-2----2*-1--*-2Fairly Satisfied
-%17%-%-%-%-%11%6%-%11%-%-%57%-%11%

1**--*1*-1*---2Very Satisfied
17%3%48%-%-%48%7%6%-%7%100%-%-%-%8%

Have not Contacted / Not
Applicable (DO NOT READ

66----125-7----12OUT)
77%46%-%-%-%-%60%67%-%61%-%-%-%-%58%

Don't Know / (DO NOT
---------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

12*--*31-2*-*-4NET: Satisfied
17%20%48%-%-%48%18%12%-%18%100%-%57%-%19%

-2----2--2----2NET: Dissatisfied
-%19%-%-%-%-%12%-%-%21%-%-%-%-%12%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
Table 116  (continuation)                                                                                                                                                                      Page 1121

Professionalism and handling of any query / complaint (QOP3A7  Thinking about contacting Parcelforce with a service query, request or complaint, and your experiences in the last six months, please
rate Parcelforce on the following aspects.)
Base: All of the respondents who have contacted Parcelforce with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
--4-1591552157-151022Unweighted total
--2-*2111244129-131020Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-------2--2-----2Fairly Dissatisfied
-%-%-%-%-%-%-%20%-%-%20%-%-%-%-%-%12%

Neither Satisfied Nor
--*--*-2*-2*-1-*2Dissatisfied
-%-%17%-%-%21%-%16%11%-%16%6%-%100%-%5%11%

-----*22--2---*22Fairly Satisfied
-%-%-%-%-%21%15%18%-%-%18%-%-%-%14%17%11%

--*-*1*1*-1*--*12Very Satisfied
-%-%4%-%100%39%2%10%10%-%10%5%-%-%14%11%8%

Have not Contacted / Not
Applicable (DO NOT READ

--2--*943448--2712OUT)
-%-%79%-%-%19%83%35%78%100%35%89%-%-%71%68%58%

Don't Know / (DO NOT
-----------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--*-*123*-3*--134NET: Satisfied
-%-%4%-%100%60%17%29%10%-%29%5%-%-%29%27%19%

-------2--2-----2NET: Dissatisfied
-%-%-%-%-%-%-%20%-%-%20%-%-%-%-%-%12%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QOP3A7  Thinking about contacting Parcelforce with a service query, request or complaint, and your experiences in the last six months, please
rate Parcelforce on the following aspects.)
Base: All of the respondents who have contacted Parcelforce with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
121-81441842221122Unweighted total
119-71351541221020Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-2--2-22----2Fairly Dissatisfied
-%13%-%-%18%-%16%54%-%-%-%-%12%

Neither Satisfied Nor
11-1111--1-*2Dissatisfied

100%4%-%21%6%29%6%-%-%76%-%4%11%

-2--2-2---112Fairly Satisfied
-%11%-%-%16%-%14%-%-%-%74%9%11%

-2-*1-21*--12Very Satisfied
-%9%-%5%10%-%11%12%16%-%-%9%8%

Have not Contacted / Not
Applicable (DO NOT READ

-12-564811**812OUT)
-%63%-%74%49%71%54%34%84%24%26%79%58%

Don't Know / (DO NOT
-------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-4-*3-41*-124NET: Satisfied
-%20%-%5%26%-%25%12%16%-%74%17%19%

-2--2-22----2NET: Dissatisfied
-%13%-%-%18%-%16%54%-%-%-%-%12%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QOP3A7  Thinking about contacting Parcelforce with a service query, request or complaint, and your experiences in the last six months, please
rate Parcelforce on the following aspects.)
Base: All of the respondents who have contacted Parcelforce with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
1119153-1814141220171215132722Unweighted total

917135-151211819131010113620Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

222--2-2-2---2--2Fairly Dissatisfied
27%14%18%-%-%16%-%21%-%12%-%-%-%22%-%-%12%

Neither Satisfied Nor
*22--212121*1*-22Dissatisfied
4%14%14%-%-%12%7%16%11%10%6%4%8%3%-%31%11%

122--222*22222-*2Fairly Satisfied
14%13%13%-%-%14%18%15%6%11%16%17%21%16%-%7%11%

121*-111212121*-2Very Satisfied
9%10%8%9%-%8%9%11%21%6%13%13%15%11%15%-%8%

Have not Contacted / Not
Applicable (DO NOT READ

4864-78451286652412OUT)
46%50%46%91%-%49%65%36%63%61%65%66%56%48%85%63%58%

Don't Know / (DO NOT
-----------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

243*-333234343**4NET: Satisfied
23%22%21%9%-%22%28%26%26%17%29%30%36%27%15%7%19%

222--2-2-2---2--2NET: Dissatisfied
27%14%18%-%-%16%-%21%-%12%-%-%-%22%-%-%12%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QOP3A7  Thinking about contacting Parcelforce with a service query, request or complaint, and your experiences in the last six months, please
rate Parcelforce on the following aspects.)
Base: All of the respondents who have contacted Parcelforce with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
-15792117-22212120211811111622Unweighted total
-14782016-2020201820171*81420Weighted total

------------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--2-2--222222--222Fairly Dissatisfied
-%-%36%-%12%-%-%12%12%12%13%12%14%-%-%28%16%12%

Neither Satisfied Nor
-11122-222221--1*2Dissatisfied
-%6%22%19%12%12%-%11%10%12%13%12%5%-%-%10%3%11%

-2**22-222222--*22Fairly Satisfied
-%12%7%6%11%11%-%11%11%11%12%11%13%-%-%5%15%11%

-11121-222222-*122Very Satisfied
-%8%8%14%8%8%-%8%8%8%9%8%9%-%100%9%11%8%

Have not Contacted / Not
Applicable (DO NOT READ

-10251111-1212111011101-4812OUT)
-%73%26%61%57%70%-%58%59%57%53%57%59%100%-%48%55%58%

Don't Know / (DO NOT
------------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-31243-444444-*144NET: Satisfied
-%20%15%20%19%18%-%19%19%19%21%19%22%-%100%14%26%19%

--2-2--222222--222NET: Dissatisfied
-%-%36%-%12%-%-%12%12%12%13%12%14%-%-%28%16%12%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
Table 116  (continuation)                                                                                                                                                                      Page 1125

Professionalism and handling of any query / complaint (QOP3A7  Thinking about contacting Parcelforce with a service query, request or complaint, and your experiences in the last six months, please
rate Parcelforce on the following aspects.)
Base: All of the respondents who have contacted Parcelforce with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
12101741161211012142622Unweighted total
137154*15*20128152320Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2-2--2-2-22--2Fairly Dissatisfied
18%-%16%-%-%16%-%12%-%30%16%-%-%12%

Neither Satisfied Nor
*21--*-22**-22Dissatisfied
4%25%6%-%-%3%-%12%16%5%2%-%58%11%

112--1-2111**2Fairly Satisfied
10%12%14%-%-%6%-%11%10%12%8%24%13%11%

111**1-2112-*2Very Satisfied
9%7%8%12%100%8%-%8%7%10%10%-%3%8%

Have not Contacted / Not
Applicable (DO NOT READ

8483-10*118391112OUT)
60%55%56%88%-%66%100%57%67%44%63%76%26%58%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

213**2-4223*14NET: Satisfied
18%20%22%12%100%14%-%19%17%21%19%24%16%19%

2-2--2-2-22--2NET: Dissatisfied
18%-%16%-%-%16%-%12%-%30%16%-%-%12%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QOP3A7  Thinking about contacting Parcelforce with a service query, request or complaint, and your experiences in the last six months, please
rate Parcelforce on the following aspects.)
Base: All of the respondents who have contacted Parcelforce with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthMonthother main provider

DecNovOctJunMayAprMarFebJanDissatisfiedSatisfiedTOTAL

*c*b*a*c*b*a*c*b*a*b*aSignificance Level: 95%
414322132-1822Unweighted total
422131241-1620Weighted total

------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%

-2--------22Fairly Dissatisfied
-%100%-%-%-%-%-%-%-%-%15%12%

Neither Satisfied Nor
1-*-----*-22Dissatisfied

39%-%16%-%-%-%-%-%50%-%12%11%

--1-*---*-22Fairly Satisfied
-%-%55%-%14%-%-%-%50%-%13%11%

*-1*-*----12Very Satisfied
11%-%29%33%-%18%-%-%-%-%7%8%

Have not Contacted / Not
Applicable (DO NOT READ

2--13*24--912OUT)
50%-%-%67%86%82%100%100%-%-%53%58%

Don't Know / (DO NOT
------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%

*-2***--*-34NET: Satisfied
11%-%84%33%14%18%-%-%50%-%21%19%

-2--------22NET: Dissatisfied
-%100%-%-%-%-%-%-%-%-%15%12%

Columns Tested: a,b - a,b,c - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QOP3A7  Thinking about contacting Parcelforce with a service query, request or complaint, and your experiences in the last six months, please
rate Parcelforce on the following aspects.)
Base: All of the respondents who have contacted Parcelforce with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
11---121-2221-11Unweighted total
15---132-1232-15Weighted total

2----2-------2Very Dissatisfied
11%-%-%-%-%50%-%-%-%-%-%-%-%11%

1-------1----1Fairly Dissatisfied
8%-%-%-%-%-%-%-%84%-%-%-%-%8%

Neither Satisfied Nor
4---1-----2--4Dissatisfied

24%-%-%-%100%-%-%-%-%-%92%-%-%24%

4----22------4Fairly Satisfied
27%-%-%-%-%50%100%-%-%-%-%-%-%27%

3--------1-2-3Very Satisfied
19%-%-%-%-%-%-%-%-%49%-%100%-%19%

Have not Contacted / Not
Applicable (DO NOT READ

2-------*1*--2OUT)
11%-%-%-%-%-%-%-%16%51%8%-%-%11%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

7----22--1-2-7NET: Satisfied
46%-%-%-%-%50%100%-%-%49%-%100%-%46%

3----2--1----3NET: Dissatisfied
19%-%-%-%-%50%-%-%84%-%-%-%-%19%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QOP3A8  Thinking about contacting Hermes with a service query, request or complaint, and your experiences in the last six months, please
rate Hermes on the following aspects.)
Base: All of the respondents who have contacted Hermes with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
6521-194-51--111Unweighted total
87**-*153-91--115Weighted total

2-----2--2----2Very Dissatisfied
20%-%-%-%-%-%11%-%-%18%-%-%-%-%11%

-1----1---1---1Fairly Dissatisfied
-%18%-%-%-%-%8%-%-%-%100%-%-%-%8%

Neither Satisfied Nor
12----41-2----4Dissatisfied

15%35%-%-%-%-%25%37%-%25%-%-%-%-%24%

4-----4--4----4Fairly Satisfied
48%-%-%-%-%-%28%-%-%43%-%-%-%-%27%

12----32-----13Very Satisfied
15%24%-%-%-%-%20%50%-%-%-%-%-%100%19%

Have not Contacted / Not
Applicable (DO NOT READ

*1**-*1*-1----2OUT)
2%22%100%100%-%100%9%13%-%14%-%-%-%-%11%

Don't Know / (DO NOT
---------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

52----72-4---17NET: Satisfied
63%24%-%-%-%-%47%50%-%43%-%-%-%100%46%

21----3--21---3NET: Dissatisfied
20%18%-%-%-%-%20%-%-%18%100%-%-%-%19%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QOP3A8  Thinking about contacting Hermes with a service query, request or complaint, and your experiences in the last six months, please
rate Hermes on the following aspects.)
Base: All of the respondents who have contacted Hermes with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
-1-112665-65111511Unweighted total
-*-1211078-78**2815Weighted total

------22--2---2-2Very Dissatisfied
-%-%-%-%-%-%17%23%-%-%23%-%-%-%100%-%11%

------1-1--1---11Fairly Dissatisfied
-%-%-%-%-%-%13%-%16%-%-%16%-%-%-%15%8%

Neither Satisfied Nor
----2-112-12---24Dissatisfied
-%-%-%-%100%-%13%17%30%-%17%30%-%-%-%29%24%

------4-4--4---24Fairly Satisfied
-%-%-%-%-%-%41%-%51%-%-%51%-%-%-%20%27%

-----123--3----23Very Satisfied
-%-%-%-%-%86%17%39%-%-%39%-%-%-%-%20%19%

Have not Contacted / Not
Applicable (DO NOT READ

-*-1-*-1*-1***-12OUT)
-%100%-%100%-%14%-%21%3%-%21%3%100%100%-%15%11%

Don't Know / (DO NOT
-----------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----1634-34---37NET: Satisfied
-%-%-%-%-%86%58%39%51%-%39%51%-%-%-%40%46%

------321-21--213NET: Dissatisfied
-%-%-%-%-%-%29%23%16%-%23%16%-%-%100%15%19%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QOP3A8  Thinking about contacting Hermes with a service query, request or complaint, and your experiences in the last six months, please
rate Hermes on the following aspects.)
Base: All of the respondents who have contacted Hermes with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
-11-29291112611Unweighted total
-15-31231212*2915Weighted total

-2--2-2-2---2Very Dissatisfied
-%11%-%-%13%-%13%-%100%-%-%-%11%

-1--1-1----11Fairly Dissatisfied
-%8%-%-%10%-%10%-%-%-%-%13%8%

Neither Satisfied Nor
-4--4-41---24Dissatisfied
-%24%-%-%30%-%30%100%-%-%-%25%24%

-4--4-4----44Fairly Satisfied
-%27%-%-%33%-%33%-%-%-%-%42%27%

-3-3-3----123Very Satisfied
-%19%-%100%-%100%-%-%-%-%49%17%19%

Have not Contacted / Not
Applicable (DO NOT READ

-2--2-2--*1*2OUT)
-%11%-%-%14%-%14%-%-%100%51%2%11%

Don't Know / (DO NOT
-------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-7-3434---167NET: Satisfied
-%46%-%100%33%100%33%-%-%-%49%60%46%

-3--3-3-2--13NET: Dissatisfied
-%19%-%-%24%-%24%-%100%-%-%13%19%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QOP3A8  Thinking about contacting Hermes with a service query, request or complaint, and your experiences in the last six months, please
rate Hermes on the following aspects.)
Base: All of the respondents who have contacted Hermes with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
21083-85831198653311Unweighted total
114114-11711215129774415Weighted total

-22--2-2-2----2-2Very Dissatisfied
-%12%15%-%-%15%-%15%-%11%-%-%-%-%40%-%11%

-1-1--1-11111-1-1Fairly Dissatisfied
-%9%-%33%-%-%17%-%74%8%11%13%18%-%30%-%8%

Neither Satisfied Nor
-242-121-4412-124Dissatisfied
-%17%33%62%-%11%32%11%-%24%31%13%34%-%30%63%24%

-42--424-422-4--4Fairly Satisfied
-%29%22%-%-%36%32%36%-%27%20%25%-%56%-%-%27%

-33--313-33332-13Very Satisfied
-%21%26%-%-%25%16%25%-%19%24%30%41%23%-%32%19%

Have not Contacted / Not
Applicable (DO NOT READ

12**-1*1*222*1-*2OUT)
100%12%4%5%-%13%3%13%26%11%14%18%6%21%-%5%11%

Don't Know / (DO NOT
-----------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-75--747-75536-17NET: Satisfied
-%50%48%-%-%61%48%61%-%46%44%56%41%79%-%32%46%

-321-21213111-3-3NET: Dissatisfied
-%21%15%33%-%15%17%15%74%19%11%13%18%-%70%-%19%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
Table 117  (continuation)                                                                                                                                                                      Page 1132

Professionalism and handling of any query / complaint (QOP3A8  Thinking about contacting Hermes with a service query, request or complaint, and your experiences in the last six months, please
rate Hermes on the following aspects.)
Base: All of the respondents who have contacted Hermes with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
-651108-119109107-26711Unweighted total
-96*1411-151214121410-371015Weighted total

-2--22-22222--2-22Very Dissatisfied
-%18%-%-%12%15%-%11%14%12%14%12%-%-%57%-%17%11%

-1--11-11111--1111Fairly Dissatisfied
-%14%-%-%9%11%-%8%10%9%10%9%-%-%43%17%13%8%

Neither Satisfied Nor
-4--22-422222---24Dissatisfied
-%40%-%-%17%22%-%24%19%17%19%17%24%-%-%-%24%24%

-22-42-424244--224Fairly Satisfied
-%26%28%-%29%22%-%27%19%29%19%29%41%-%-%23%24%27%

--3-33-333332--323Very Satisfied
-%-%48%-%21%26%-%19%23%21%23%21%17%-%-%39%17%19%

Have not Contacted / Not
Applicable (DO NOT READ

-*1*2*-222222--1*2OUT)
-%3%24%100%12%4%-%11%14%12%14%12%17%-%-%21%4%11%

Don't Know / (DO NOT
------------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-25-75-757576--547NET: Satisfied
-%26%76%-%50%48%-%46%43%50%43%50%58%-%-%62%41%46%

-3--33-33333--3133NET: Dissatisfied
-%32%-%-%21%26%-%19%24%21%24%21%-%-%100%17%30%19%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QOP3A8  Thinking about contacting Hermes with a service query, request or complaint, and your experiences in the last six months, please
rate Hermes on the following aspects.)
Base: All of the respondents who have contacted Hermes with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
565627-113852411Unweighted total
697839-1531281615Weighted total

-2-2---2-2--22Very Dissatisfied
-%19%-%21%-%-%-%11%-%13%-%-%29%11%

-1-1---1-1--11Fairly Dissatisfied
-%14%-%16%-%-%-%8%-%10%-%-%21%8%

Neither Satisfied Nor
214--4-4122-14Dissatisfied

37%14%51%-%-%39%-%24%46%19%30%-%21%24%

2222-4-4-44--4Fairly Satisfied
37%19%23%30%-%43%-%27%-%33%51%-%-%27%

-3213--3-3-123Very Satisfied
-%33%23%15%100%-%-%19%-%23%-%84%29%19%

Have not Contacted / Not
Applicable (DO NOT READ

2-*1-2-21*1*-2OUT)
26%-%3%19%-%18%-%11%54%2%19%16%-%11%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

253434-7-74127NET: Satisfied
37%52%46%45%100%43%-%46%-%56%51%84%29%46%

-3-3---3-3--33NET: Dissatisfied
-%33%-%36%-%-%-%19%-%23%-%-%50%19%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
Table 117  (continuation)                                                                                                                                                                      Page 1134

Professionalism and handling of any query / complaint (QOP3A8  Thinking about contacting Hermes with a service query, request or complaint, and your experiences in the last six months, please
rate Hermes on the following aspects.)
Base: All of the respondents who have contacted Hermes with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthMonthother main provider

DecNovJunAprFebJanDissatisfiedSatisfiedTOTAL

*b*a*b*a*b*a*b*aSignificance Level: 95%
413111-1011Unweighted total
613212-1415Weighted total

--2----22Very Dissatisfied
-%-%54%-%-%-%-%12%11%

1------11Fairly Dissatisfied
20%-%-%-%-%-%-%9%8%

Neither Satisfied Nor
21-----24Dissatisfied

38%100%-%-%-%-%-%17%24%

2----2-44Fairly Satisfied
38%-%-%-%-%100%-%29%27%

--12---33Very Satisfied
-%-%40%100%-%-%-%21%19%

Have not Contacted / Not
Applicable (DO NOT READ

*-*-1--22OUT)
4%-%7%-%100%-%-%12%11%

Don't Know / (DO NOT
---------READ OUT)
-%-%-%-%-%-%-%-%-%

2-12-2-77NET: Satisfied
38%-%40%100%-%100%-%50%46%

1-2----33NET: Dissatisfied
20%-%54%-%-%-%-%21%19%

Columns Tested: a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QOP3A8  Thinking about contacting Hermes with a service query, request or complaint, and your experiences in the last six months, please
rate Hermes on the following aspects.)
Base: All of the respondents who have contacted Hermes with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
10-2212-2121-114Unweighted total
12-1113-3*12-114Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
2----2-------2Dissatisfied

13%-%-%-%-%53%-%-%-%-%-%-%-%12%

1-**1----*---2Fairly Satisfied
11%-%20%52%100%-%-%-%-%12%-%-%-%14%

5--*---*-12-16Very Satisfied
42%-%-%48%-%-%-%7%-%88%100%-%100%41%

Have not Contacted / Not
Applicable (DO NOT READ

4-*--1-2*----5OUT)
33%-%80%-%-%47%-%93%100%-%-%-%-%33%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

7-*11--*-12-18NET: Satisfied
54%-%20%100%100%-%-%7%-%100%100%-%100%55%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QOP3A9  Thinking about contacting FedEx with a service query, request or complaint, and your experiences in the last six months, please
rate FedEx on the following aspects.)
Base: All of the respondents who have contacted FedEx with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
864211104-6--4-14Unweighted total
861***133-8--2-14Weighted total

---------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
2-----2-----2-2Dissatisfied

21%-%-%-%-%-%13%-%-%-%-%-%69%-%12%

*2*-**21----1-2Fairly Satisfied
1%32%40%-%100%100%13%37%-%-%-%-%31%-%14%

32**--6*-5----6Very Satisfied
42%40%26%44%-%-%42%13%-%65%-%-%-%-%41%

Have not Contacted / Not
Applicable (DO NOT READ

32**--42-3----5OUT)
36%29%33%56%-%-%33%51%-%35%-%-%-%-%33%

Don't Know / (DO NOT
---------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

34****72-5--1-8NET: Satisfied
43%71%67%44%100%100%55%49%-%65%-%-%31%-%55%

---------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QOP3A9  Thinking about contacting FedEx with a service query, request or complaint, and your experiences in the last six months, please
rate FedEx on the following aspects.)
Base: All of the respondents who have contacted FedEx with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
-3-1144104-104-41614Unweighted total
-1-*23677-77-2*914Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-----2--2--2----2Dissatisfied
-%-%-%-%-%62%-%-%24%-%-%24%-%-%-%-%12%

-*---112--2--*-22Fairly Satisfied
-%30%-%-%-%22%20%28%-%-%28%-%-%14%-%19%14%

-*--2*332-32--*56Very Satisfied
-%31%-%-%100%16%43%47%34%-%47%34%-%-%100%55%41%

Have not Contacted / Not
Applicable (DO NOT READ

-*-*--223-23-2-25OUT)
-%39%-%100%-%-%38%24%41%-%24%41%-%86%-%26%33%

Don't Know / (DO NOT
-----------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*--21452-52-**78NET: Satisfied
-%61%-%-%100%38%62%76%34%-%76%34%-%14%100%74%55%

-----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QOP3A9  Thinking about contacting FedEx with a service query, request or complaint, and your experiences in the last six months, please
rate FedEx on the following aspects.)
Base: All of the respondents who have contacted FedEx with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
113-59410324-514Unweighted total
112-5949213-714Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-2-2-2---2--2Dissatisfied
-%13%-%36%-%37%-%-%-%48%-%-%12%

-2-*2*2*-*-22Fairly Satisfied
-%16%-%6%19%2%20%8%-%3%-%25%14%

-6-141421--26Very Satisfied
-%46%-%27%48%28%47%92%100%-%-%34%41%

Have not Contacted / Not
Applicable (DO NOT READ

13-1313--2-35OUT)
100%25%-%32%33%33%33%-%-%49%-%41%33%

Don't Know / (DO NOT
-------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-8-261621*-48NET: Satisfied
-%62%-%33%67%30%67%100%100%3%-%59%55%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QOP3A9  Thinking about contacting FedEx with a service query, request or complaint, and your experiences in the last six months, please
rate FedEx on the following aspects.)
Base: All of the respondents who have contacted FedEx with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
613113-1112106131271272514Unweighted total
411124-101284131041043714Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-22--222-22-2--22Dissatisfied
-%14%14%-%-%16%13%22%-%12%17%-%17%-%-%24%12%

*211-121*2222**12Fairly Satisfied
8%17%5%33%-%7%15%10%5%15%20%40%20%11%7%20%14%

3663-363166263-26Very Satisfied
92%50%47%67%-%31%46%41%16%42%57%54%57%74%-%35%41%

Have not Contacted / Not
Applicable (DO NOT READ

-24--532341*11215OUT)
-%19%34%-%-%45%25%28%79%31%7%6%7%15%93%22%33%

Don't Know / (DO NOT
-----------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

4864-484188484*48NET: Satisfied
100%67%52%100%-%39%62%51%21%57%77%94%77%85%7%54%55%

-----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QOP3A9  Thinking about contacting FedEx with a service query, request or complaint, and your experiences in the last six months, please
rate FedEx on the following aspects.)
Base: All of the respondents who have contacted FedEx with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
293111412-1413141314101271114Unweighted total
110291414-1413141314101131014Weighted total

------------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-2--22-222222---22Dissatisfied
-%16%-%-%12%12%-%12%12%12%13%12%17%-%-%-%17%12%

1**122-222122-**22Fairly Satisfied
100%1%20%9%14%14%-%14%15%14%6%14%20%-%8%10%19%14%

-5*366-66666311266Very Satisfied
-%52%18%39%41%41%-%41%42%41%45%41%31%100%92%66%57%41%

Have not Contacted / Not
Applicable (DO NOT READ

-31555-545553--115OUT)
-%30%62%53%33%33%-%33%31%33%36%33%32%-%-%24%7%33%

Don't Know / (DO NOT
------------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

151487-88868511288NET: Satisfied
100%53%38%47%55%54%-%55%57%55%51%55%51%100%100%76%77%55%

------------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QOP3A9  Thinking about contacting FedEx with a service query, request or complaint, and your experiences in the last six months, please
rate FedEx on the following aspects.)
Base: All of the respondents who have contacted FedEx with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
8694471135973414Unweighted total
8610237*146882414Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-22-2--2-22--2Dissatisfied
-%26%16%-%61%-%-%12%-%21%22%-%-%12%

*22**2-2*2**12Fairly Satisfied
1%30%18%8%6%26%-%15%3%23%1%22%34%14%

4142*3*6143116Very Satisfied
58%20%37%82%16%36%100%40%25%53%39%68%30%41%

Have not Contacted / Not
Applicable (DO NOT READ

313**3-54*3*15OUT)
40%24%28%10%16%38%-%33%72%3%37%11%36%33%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

536214*7263238NET: Satisfied
60%50%56%90%23%62%100%55%28%76%41%89%64%55%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QOP3A9  Thinking about contacting FedEx with a service query, request or complaint, and your experiences in the last six months, please
rate FedEx on the following aspects.)
Base: All of the respondents who have contacted FedEx with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthMonthother main provider

DecNovJunMarFebJanDissatisfiedSatisfiedTOTAL

*b*a*a*c*b*a*b*aSignificance Level: 95%
621221-1314Unweighted total
71*23*-1314Weighted total

---------Very Dissatisfied
-%-%-%-%-%-%-%-%-%

---------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
---2---22Dissatisfied
-%-%-%90%-%-%-%13%12%

-1--**-12Fairly Satisfied
-%100%-%-%7%100%-%6%14%

6--*---66Very Satisfied
76%-%-%10%-%-%-%45%41%

Have not Contacted / Not
Applicable (DO NOT READ

2-*-2--55OUT)
24%-%100%-%93%-%-%36%33%

Don't Know / (DO NOT
---------READ OUT)
-%-%-%-%-%-%-%-%-%

61-***-68NET: Satisfied
76%100%-%10%7%100%-%51%55%

---------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QOP3A9  Thinking about contacting FedEx with a service query, request or complaint, and your experiences in the last six months, please
rate FedEx on the following aspects.)
Base: All of the respondents who have contacted FedEx with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
5-----1-111-15Unweighted total
3-----*-**2-*3Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*-----*------*Fairly Dissatisfied
6%-%-%-%-%-%100%-%-%-%-%-%-%6%

Neither Satisfied Nor
*-------*---**Dissatisfied

13%-%-%-%-%-%-%-%100%-%-%-%100%13%

3--------*2--3Fairly Satisfied
81%-%-%-%-%-%-%-%-%100%100%-%-%81%

--------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

3--------*2--3NET: Satisfied
81%-%-%-%-%-%-%-%-%100%100%-%-%81%

*-----*------*NET: Dissatisfied
6%-%-%-%-%-%100%-%-%-%-%-%-%6%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QOP3A11  Thinking about contacting DX with a service query, request or complaint, and your experiences in the last six months, please rate DX on
the following aspects.)
Base: All of the respondents who have contacted DX with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
-542111311----5Unweighted total
-31***21*2----3Weighted total

---------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-**--*--*-----*Fairly Dissatisfied
-%6%22%-%-%100%-%-%100%-%-%-%-%-%6%

Neither Satisfied Nor
-***---*------*Dissatisfied
-%13%50%100%-%-%-%64%-%-%-%-%-%-%13%

-3*-*-2*-2----3Fairly Satisfied
-%81%28%-%100%-%100%36%-%100%-%-%-%-%81%

---------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
---------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-3*-*-2*-2----3NET: Satisfied
-%81%28%-%100%-%100%36%-%100%-%-%-%-%81%

-**--*--*-----*NET: Dissatisfied
-%6%22%-%-%100%-%-%100%-%-%-%-%-%6%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QOP3A11  Thinking about contacting DX with a service query, request or complaint, and your experiences in the last six months, please rate DX on
the following aspects.)
Base: All of the respondents who have contacted DX with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
-31-1--41-411--25Unweighted total
-1*-2--12-12*--33Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--*----*--*----**Fairly Dissatisfied
-%-%100%-%-%-%-%22%-%-%22%-%-%-%-%7%6%

Neither Satisfied Nor
-*-----*--*-*---*Dissatisfied
-%64%-%-%-%-%-%50%-%-%50%-%100%-%-%-%13%

-*--2--*2-*2---23Fairly Satisfied
-%36%-%-%100%-%-%28%100%-%28%100%-%-%-%93%81%

-----------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
-----------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*--2--*2-*2---23NET: Satisfied
-%36%-%-%100%-%-%28%100%-%28%100%-%-%-%93%81%

--*----*--*----**NET: Dissatisfied
-%-%100%-%-%-%-%22%-%-%22%-%-%-%-%7%6%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
Table 119  (continuation)                                                                                                                                                                      Page 1146

Professionalism and handling of any query / complaint (QOP3A11  Thinking about contacting DX with a service query, request or complaint, and your experiences in the last six months, please rate DX on
the following aspects.)
Base: All of the respondents who have contacted DX with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
14-2314--1135Unweighted total
*3-*3*3--**33Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-*--*-*----**Fairly Dissatisfied
-%6%-%-%7%-%6%-%-%-%-%7%6%

Neither Satisfied Nor
-*-**-*--*-**Dissatisfied
-%14%-%45%8%-%14%-%-%100%-%8%13%

*2-*2*2---*23Fairly Satisfied
100%80%-%55%85%100%80%-%-%-%100%85%81%

-------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
-------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

*2-*2*2---*23NET: Satisfied
100%80%-%55%85%100%80%-%-%-%100%85%81%

-*--*-*----**NET: Dissatisfied
-%6%-%-%7%-%6%-%-%-%-%7%6%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QOP3A11  Thinking about contacting DX with a service query, request or complaint, and your experiences in the last six months, please rate DX on
the following aspects.)
Base: All of the respondents who have contacted DX with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
1535--5--55453115Unweighted total
*333--3--33131*23Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-*--*--*****--*Fairly Dissatisfied
-%6%-%6%-%-%6%-%-%6%6%22%6%30%-%-%6%

Neither Satisfied Nor
****--*--*****--*Dissatisfied

100%13%7%13%-%-%13%-%-%13%13%50%13%70%-%-%13%

-333--3--33*3-*23Fairly Satisfied
-%81%93%81%-%-%81%-%-%81%81%28%81%-%100%100%81%

-----------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
-----------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-333--3--33*3-*23NET: Satisfied
-%81%93%81%-%-%81%-%-%81%81%28%81%-%100%100%81%

-*-*--*--*****--*NET: Dissatisfied
-%6%-%6%-%-%6%-%-%6%6%22%6%30%-%-%6%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QOP3A11  Thinking about contacting DX with a service query, request or complaint, and your experiences in the last six months, please rate DX on
the following aspects.)
Base: All of the respondents who have contacted DX with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
23-154-555554--245Unweighted total
*3-*33-333333--*33Weighted total

------------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*--*--******---**Fairly Dissatisfied
-%7%-%-%6%-%-%6%6%6%6%6%6%-%-%-%6%6%

Neither Satisfied Nor
**-***-******--***Dissatisfied

45%8%-%100%13%14%-%13%13%13%13%13%14%-%-%100%14%13%

*2--33-333332---23Fairly Satisfied
55%85%-%-%81%86%-%81%81%81%81%81%80%-%-%-%80%81%

------------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

------------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
------------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*2--33-333332---23NET: Satisfied
55%85%-%-%81%86%-%81%81%81%81%81%80%-%-%-%80%81%

-*--*--******---**NET: Dissatisfied
-%7%-%-%6%-%-%6%6%6%6%6%6%-%-%-%6%6%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QOP3A11  Thinking about contacting DX with a service query, request or complaint, and your experiences in the last six months, please rate DX on
the following aspects.)
Base: All of the respondents who have contacted DX with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
1422-2-5144-15Unweighted total
213*-3-3*33-*3Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-*-*-*-**--*Fairly Dissatisfied
-%22%-%49%-%7%-%6%-%6%6%-%-%6%

Neither Satisfied Nor
-***---****--*Dissatisfied
-%50%9%51%-%-%-%13%100%6%14%-%-%13%

2*2--2-3-32-*3Fairly Satisfied
100%28%91%-%-%93%-%81%-%87%80%-%100%81%

--------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2*2--2-3-32-*3NET: Satisfied
100%28%91%-%-%93%-%81%-%87%80%-%100%81%

-*-*-*-*-**--*NET: Dissatisfied
-%22%-%49%-%7%-%6%-%6%6%-%-%6%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QOP3A11  Thinking about contacting DX with a service query, request or complaint, and your experiences in the last six months, please rate DX on
the following aspects.)
Base: All of the respondents who have contacted DX with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthother main provider

DecOctFebDissatisfiedSatisfiedTOTAL

*b*a*a*b*aSignificance Level: 95%
221-55Unweighted total
3**-33Weighted total

------Very Dissatisfied
-%-%-%-%-%-%

--*-**Fairly Dissatisfied
-%-%100%-%6%6%

Neither Satisfied Nor
**--**Dissatisfied
9%45%-%-%13%13%

2*--33Fairly Satisfied
91%55%-%-%81%81%

------Very Satisfied
-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

------OUT)
-%-%-%-%-%-%

Don't Know / (DO NOT
------READ OUT)
-%-%-%-%-%-%

2*--33NET: Satisfied
91%55%-%-%81%81%

--*-**NET: Dissatisfied
-%-%100%-%6%6%

Columns Tested: a,b - a,b

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QOP3A11  Thinking about contacting DX with a service query, request or complaint, and your experiences in the last six months, please rate DX on
the following aspects.)
Base: All of the respondents who have contacted DX with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
1----1-------1Unweighted total
*----*-------*Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

*----*-------*OUT)
100%-%-%-%-%100%-%-%-%-%-%-%-%100%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QOP3A13  Thinking about contacting Pitney Bowes with a service query, request or complaint, and your experiences in the last six months, please
rate Pitney Bowes on the following aspects.)
Base: All of the respondents who have contacted Pitney Bowes with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
-11--1------1-1Unweighted total
-**--*------*-*Weighted total

---------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
---------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

-**--*------*-*OUT)
-%100%100%-%-%100%-%-%-%-%-%-%100%-%100%

Don't Know / (DO NOT
---------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QOP3A13  Thinking about contacting Pitney Bowes with a service query, request or complaint, and your experiences in the last six months, please
rate Pitney Bowes on the following aspects.)
Base: All of the respondents who have contacted Pitney Bowes with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
----1--1--1--1--1Unweighted total
----*--*--*--*--*Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-----------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

----*--*--*--*--*OUT)
-%-%-%-%100%-%-%100%-%-%100%-%-%100%-%-%100%

Don't Know / (DO NOT
-----------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QOP3A13  Thinking about contacting Pitney Bowes with a service query, request or complaint, and your experiences in the last six months, please
rate Pitney Bowes on the following aspects.)
Base: All of the respondents who have contacted Pitney Bowes with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
1--1-1--1---1Unweighted total
*--*-*--*---*Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

*--*-*--*---*OUT)
100%-%-%100%-%100%-%-%100%-%-%-%100%

Don't Know / (DO NOT
-------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QOP3A13  Thinking about contacting Pitney Bowes with a service query, request or complaint, and your experiences in the last six months, please
rate Pitney Bowes on the following aspects.)
Base: All of the respondents who have contacted Pitney Bowes with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
111--111-1111--11Unweighted total
***--***-****--**Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-----------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

***--***-****--**OUT)
100%100%100%-%-%100%100%100%-%100%100%100%100%-%-%100%100%

Don't Know / (DO NOT
-----------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QOP3A13  Thinking about contacting Pitney Bowes with a service query, request or complaint, and your experiences in the last six months, please
rate Pitney Bowes on the following aspects.)
Base: All of the respondents who have contacted Pitney Bowes with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
--1111-11111-----1Unweighted total
--****-*****-----*Weighted total

------------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
------------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

--****-*****-----*OUT)
-%-%100%100%100%100%-%100%100%100%100%100%-%-%-%-%-%100%

Don't Know / (DO NOT
------------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QOP3A13  Thinking about contacting Pitney Bowes with a service query, request or complaint, and your experiences in the last six months, please
rate Pitney Bowes on the following aspects.)
Base: All of the respondents who have contacted Pitney Bowes with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
-1-----1-1--11Unweighted total
-*-----*-*--**Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

-*-----*-*--**OUT)
-%100%-%-%-%-%-%100%-%100%-%-%100%100%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QOP3A13  Thinking about contacting Pitney Bowes with a service query, request or complaint, and your experiences in the last six months, please
rate Pitney Bowes on the following aspects.)
Base: All of the respondents who have contacted Pitney Bowes with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
Monthother main provider

AprDissatisfiedSatisfiedTOTAL

*a*b*aSignificance Level: 95%
1--1Unweighted total
*--*Weighted total

----Very Dissatisfied
-%-%-%-%

----Fairly Dissatisfied
-%-%-%-%

Neither Satisfied Nor
----Dissatisfied
-%-%-%-%

----Fairly Satisfied
-%-%-%-%

----Very Satisfied
-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

*--*OUT)
100%-%-%100%

Don't Know / (DO NOT
----READ OUT)
-%-%-%-%

----NET: Satisfied
-%-%-%-%

----NET: Dissatisfied
-%-%-%-%

Columns Tested: a,b

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QOP3A13  Thinking about contacting Pitney Bowes with a service query, request or complaint, and your experiences in the last six months, please
rate Pitney Bowes on the following aspects.)
Base: All of the respondents who have contacted Pitney Bowes with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
3-1111-----1-5Unweighted total
3-***2-----2-4Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2--*-2-------2Fairly Dissatisfied
48%-%-%100%-%100%-%-%-%-%-%-%-%52%

Neither Satisfied Nor
*---*--------*Dissatisfied
5%-%-%-%100%-%-%-%-%-%-%-%-%4%

--------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--*----------*Very Satisfied
-%-%100%-%-%-%-%-%-%-%-%-%-%3%

Have not Contacted / Not
Applicable (DO NOT READ

2----------2-2OUT)
47%-%-%-%-%-%-%-%-%-%-%100%-%41%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--*----------*NET: Satisfied
-%-%100%-%-%-%-%-%-%-%-%-%-%3%

2--*-2-------2NET: Dissatisfied
48%-%-%100%-%100%-%-%-%-%-%-%-%52%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QOP3A14  Thinking about contacting TNT Express with a service query, request or complaint, and your experiences in the last six months, please
rate TNT Express on the following aspects.)
Base: All of the respondents who have contacted TNT Express with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
322--233----2-5Unweighted total
22*--*44----*-4Weighted total

---------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2-----22------2Fairly Dissatisfied
95%-%-%-%-%-%56%56%-%-%-%-%-%-%52%

Neither Satisfied Nor
-**--*------*-*Dissatisfied
-%10%62%-%-%62%-%-%-%-%-%-%62%-%4%

---------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*-*--*------*-*Very Satisfied
5%-%38%-%-%38%-%-%-%-%-%-%38%-%3%

Have not Contacted / Not
Applicable (DO NOT READ

-2----22------2OUT)
-%90%-%-%-%-%44%44%-%-%-%-%-%-%41%

Don't Know / (DO NOT
---------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*-*--*------*-*NET: Satisfied
5%-%38%-%-%38%-%-%-%-%-%-%38%-%3%

2-----22------2NET: Dissatisfied
95%-%-%-%-%-%56%56%-%-%-%-%-%-%52%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
Table 121  (continuation)                                                                                                                                                                      Page 1161

Professionalism and handling of any query / complaint (QOP3A14  Thinking about contacting TNT Express with a service query, request or complaint, and your experiences in the last six months, please
rate TNT Express on the following aspects.)
Base: All of the respondents who have contacted TNT Express with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
----12232-32-12-5Unweighted total
----*1313-13-*2-4Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----*2*2-*2--*-2Fairly Dissatisfied
-%-%-%-%-%80%50%61%50%-%61%50%-%-%21%-%52%

Neither Satisfied Nor
----*--*--*-----*Dissatisfied
-%-%-%-%100%-%-%24%-%-%24%-%-%-%-%-%4%

-----------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----*-*--*--*--*Very Satisfied
-%-%-%-%-%20%-%15%-%-%15%-%-%100%-%-%3%

Have not Contacted / Not
Applicable (DO NOT READ

------2-2--2--2-2OUT)
-%-%-%-%-%-%50%-%50%-%-%50%-%-%79%-%41%

Don't Know / (DO NOT
-----------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----*-*--*--*--*NET: Satisfied
-%-%-%-%-%20%-%15%-%-%15%-%-%100%-%-%3%

-----*2*2-*2--*-2NET: Dissatisfied
-%-%-%-%-%80%50%61%50%-%61%50%-%-%21%-%52%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
Table 121  (continuation)                                                                                                                                                                      Page 1162

Professionalism and handling of any query / complaint (QOP3A14  Thinking about contacting TNT Express with a service query, request or complaint, and your experiences in the last six months, please
rate TNT Express on the following aspects.)
Base: All of the respondents who have contacted TNT Express with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
-5-41232-1-25Unweighted total
-4-4**41-*-34Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-2-2*-2*---22Fairly Dissatisfied
-%52%-%46%100%-%56%71%-%-%-%50%52%

Neither Satisfied Nor
-*-*-*-*----*Dissatisfied
-%4%-%5%-%62%-%29%-%-%-%-%4%

-------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-*-*---*--*Very Satisfied
-%3%-%3%-%38%-%-%-%100%-%-%3%

Have not Contacted / Not
Applicable (DO NOT READ

-2-2--2----22OUT)
-%41%-%46%-%-%44%-%-%-%-%50%41%

Don't Know / (DO NOT
-------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-*-*---*--*NET: Satisfied
-%3%-%3%-%38%-%-%-%100%-%-%3%

-2-2*-2*---22NET: Dissatisfied
-%52%-%46%100%-%56%71%-%-%-%50%52%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
Table 121  (continuation)                                                                                                                                                                      Page 1163

Professionalism and handling of any query / complaint (QOP3A14  Thinking about contacting TNT Express with a service query, request or complaint, and your experiences in the last six months, please
rate TNT Express on the following aspects.)
Base: All of the respondents who have contacted TNT Express with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
2431-423144431225Unweighted total
1222-211*2222*224Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

***--2********2-2Fairly Dissatisfied
80%18%19%-%-%88%71%61%100%18%18%18%20%100%90%-%52%

Neither Satisfied Nor
-**--***-***--*-*Dissatisfied
-%7%8%-%-%7%29%24%-%7%7%7%-%-%10%-%4%

-----------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

**---*-*-****--**Very Satisfied
20%5%-%-%-%5%-%15%-%5%5%5%5%-%-%6%3%

Have not Contacted / Not
Applicable (DO NOT READ

-222-----2222--22OUT)
-%70%73%100%-%-%-%-%-%70%70%70%75%-%-%94%41%

Don't Know / (DO NOT
-----------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

**---*-*-****--**NET: Satisfied
20%5%-%-%-%5%-%15%-%5%5%5%5%-%-%6%3%

***--2********2-2NET: Dissatisfied
80%18%19%-%-%88%71%61%100%18%18%18%20%100%90%-%52%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QOP3A14  Thinking about contacting TNT Express with a service query, request or complaint, and your experiences in the last six months, please
rate TNT Express on the following aspects.)
Base: All of the respondents who have contacted TNT Express with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
-23254-555554-1325Unweighted total
-22144-444444-*124Weighted total

------------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--2*22-222222--**2Fairly Dissatisfied
-%-%92%80%52%53%-%52%52%52%52%52%53%-%-%61%21%52%

Neither Satisfied Nor
--*-**-******--*-*Dissatisfied
-%-%8%-%4%4%-%4%4%4%4%4%4%-%-%24%-%4%

------------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-**--*****--**-*Very Satisfied
-%6%-%20%3%-%-%3%3%3%3%3%-%-%100%15%-%3%

Have not Contacted / Not
Applicable (DO NOT READ

-2--22-222222---22OUT)
-%94%-%-%41%42%-%41%41%41%41%41%42%-%-%-%79%41%

Don't Know / (DO NOT
------------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-**--*****--**-*NET: Satisfied
-%6%-%20%3%-%-%3%3%3%3%3%-%-%100%15%-%3%

--2*22-222222--**2NET: Dissatisfied
-%-%92%80%52%53%-%52%52%52%52%52%53%-%-%61%21%52%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QOP3A14  Thinking about contacting TNT Express with a service query, request or complaint, and your experiences in the last six months, please
rate TNT Express on the following aspects.)
Base: All of the respondents who have contacted TNT Express with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
5-3212-5-52125Unweighted total
4-22*2-4-41224Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2-2**2-2-2*2-2Fairly Dissatisfied
52%-%85%21%100%94%-%52%-%52%80%100%-%52%

Neither Satisfied Nor
*-*----*-*--**Dissatisfied
4%-%9%-%-%-%-%4%-%4%-%-%10%4%

--------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*-*--*-*-**--*Very Satisfied
3%-%6%-%-%6%-%3%-%3%20%-%-%3%

Have not Contacted / Not
Applicable (DO NOT READ

2--2---2-2--22OUT)
41%-%-%79%-%-%-%41%-%41%-%-%90%41%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*-*--*-*-**--*NET: Satisfied
3%-%6%-%-%6%-%3%-%3%20%-%-%3%

2-2**2-2-2*2-2NET: Dissatisfied
52%-%85%21%100%94%-%52%-%52%80%100%-%52%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QOP3A14  Thinking about contacting TNT Express with a service query, request or complaint, and your experiences in the last six months, please
rate TNT Express on the following aspects.)
Base: All of the respondents who have contacted TNT Express with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthMonthother main provider

DecNovMayFebDissatisfiedSatisfiedTOTAL

*b*a*a*a*b*aSignificance Level: 95%
1112-55Unweighted total
**22-44Weighted total

-------Very Dissatisfied
-%-%-%-%-%-%-%

*--2-22Fairly Dissatisfied
100%-%-%90%-%52%52%

Neither Satisfied Nor
---*-**Dissatisfied
-%-%-%10%-%4%4%

-------Fairly Satisfied
-%-%-%-%-%-%-%

-*---**Very Satisfied
-%100%-%-%-%3%3%

Have not Contacted / Not
Applicable (DO NOT READ

--2--22OUT)
-%-%100%-%-%41%41%

Don't Know / (DO NOT
-------READ OUT)
-%-%-%-%-%-%-%

-*---**NET: Satisfied
-%100%-%-%-%3%3%

*--2-22NET: Dissatisfied
100%-%-%90%-%52%52%

Columns Tested: a,b - a,b

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QOP3A14  Thinking about contacting TNT Express with a service query, request or complaint, and your experiences in the last six months, please
rate TNT Express on the following aspects.)
Base: All of the respondents who have contacted TNT Express with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
2-------1--1-2Unweighted total
2-------*--2-2Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

2-------*--2-2OUT)
100%-%-%-%-%-%-%-%100%-%-%100%-%100%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QOP3A15  Thinking about contacting TNT Post UK with a service query, request or complaint, and your experiences in the last six months, please
rate TNT Post UK on the following aspects.)
Base: All of the respondents who have contacted TNT Post UK with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
111-1-11----1-2Unweighted total
*2*-*-22----*-2Weighted total

---------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
---------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

*2*-*-22----*-2OUT)
100%100%100%-%100%-%100%100%-%-%-%-%100%-%100%

Don't Know / (DO NOT
---------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QOP3A15  Thinking about contacting TNT Post UK with a service query, request or complaint, and your experiences in the last six months, please
rate TNT Post UK on the following aspects.)
Base: All of the respondents who have contacted TNT Post UK with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
----1-1-2--21-1-2Unweighted total
----*-2-2--2*-2-2Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-----------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

----*-2-2--2*-2-2OUT)
-%-%-%-%100%-%100%-%100%-%-%100%100%-%100%-%100%

Don't Know / (DO NOT
-----------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QOP3A15  Thinking about contacting TNT Post UK with a service query, request or complaint, and your experiences in the last six months, please
rate TNT Post UK on the following aspects.)
Base: All of the respondents who have contacted TNT Post UK with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
-2-2--2----22Unweighted total
-2-2--2----22Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

-2-2--2----22OUT)
-%100%-%100%-%-%100%-%-%-%-%100%100%

Don't Know / (DO NOT
-------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QOP3A15  Thinking about contacting TNT Post UK with a service query, request or complaint, and your experiences in the last six months, please
rate TNT Post UK on the following aspects.)
Base: All of the respondents who have contacted TNT Post UK with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
-212--1--2222--22Unweighted total
-222--*--2222--22Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-----------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

-222--*--2222--22OUT)
-%100%100%100%-%-%100%-%-%100%100%100%100%-%-%100%100%

Don't Know / (DO NOT
-----------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
Table 122  (continuation)                                                                                                                                                                      Page 1172

Professionalism and handling of any query / complaint (QOP3A15  Thinking about contacting TNT Post UK with a service query, request or complaint, and your experiences in the last six months, please
rate TNT Post UK on the following aspects.)
Base: All of the respondents who have contacted TNT Post UK with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
-2--11-222222--122Unweighted total
-2--22-222222--*22Weighted total

------------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
------------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

-2--22-222222--*22OUT)
-%100%-%-%100%100%-%100%100%100%100%100%100%-%-%100%100%100%

Don't Know / (DO NOT
------------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
Table 122  (continuation)                                                                                                                                                                      Page 1173

Professionalism and handling of any query / complaint (QOP3A15  Thinking about contacting TNT Post UK with a service query, request or complaint, and your experiences in the last six months, please
rate TNT Post UK on the following aspects.)
Base: All of the respondents who have contacted TNT Post UK with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
2--21--2-21-12Unweighted total
2--2*--2-2*-22Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

2--2*--2-2*-22OUT)
100%-%-%100%100%-%-%100%-%100%100%-%100%100%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QOP3A15  Thinking about contacting TNT Post UK with a service query, request or complaint, and your experiences in the last six months, please
rate TNT Post UK on the following aspects.)
Base: All of the respondents who have contacted TNT Post UK with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthother main provider

MayFebDissatisfiedSatisfiedTOTAL

*a*a*b*aSignificance Level: 95%
11-22Unweighted total
2*-22Weighted total

-----Very Dissatisfied
-%-%-%-%-%

-----Fairly Dissatisfied
-%-%-%-%-%

Neither Satisfied Nor
-----Dissatisfied
-%-%-%-%-%

-----Fairly Satisfied
-%-%-%-%-%

-----Very Satisfied
-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

2*-22OUT)
100%100%-%100%100%

Don't Know / (DO NOT
-----READ OUT)
-%-%-%-%-%

-----NET: Satisfied
-%-%-%-%-%

-----NET: Dissatisfied
-%-%-%-%-%

Columns Tested: a,b

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QOP3A15  Thinking about contacting TNT Post UK with a service query, request or complaint, and your experiences in the last six months, please
rate TNT Post UK on the following aspects.)
Base: All of the respondents who have contacted TNT Post UK with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
21---2-------3Unweighted total
3*---3-------4Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-*-----------*Dissatisfied
-%100%-%-%-%-%-%-%-%-%-%-%-%12%

--------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

3----3-------3OUT)
100%-%-%-%-%100%-%-%-%-%-%-%-%88%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QOP3A91  Thinking about contacting QV4a Other (1st) with a service query, request or complaint, and your experiences in the last six months,
please rate QV4a Other (1st) on the following aspects)
Base: All of the respondents who have contacted QV4a Other (1st) with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
12----32----1-3Unweighted total
22----42----2-4Weighted total

---------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-*----**------*Dissatisfied
-%23%-%-%-%-%12%23%-%-%-%-%-%-%12%

---------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

21----31----2-3OUT)
100%77%-%-%-%-%88%77%-%-%-%-%100%-%88%

Don't Know / (DO NOT
---------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QOP3A91  Thinking about contacting QV4a Other (1st) with a service query, request or complaint, and your experiences in the last six months,
please rate QV4a Other (1st) on the following aspects)
Base: All of the respondents who have contacted QV4a Other (1st) with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
---1---21-21-1-23Unweighted total
---*---22-22-1-24Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
---*---*--*----**Dissatisfied
-%-%-%100%-%-%-%23%-%-%23%-%-%-%-%21%12%

-----------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

-------12-12-1-23OUT)
-%-%-%-%-%-%-%77%100%-%77%100%-%100%-%79%88%

Don't Know / (DO NOT
-----------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
Table 123  (continuation)                                                                                                                                                                      Page 1178

Professionalism and handling of any query / complaint (QOP3A91  Thinking about contacting QV4a Other (1st) with a service query, request or complaint, and your experiences in the last six months,
please rate QV4a Other (1st) on the following aspects)
Base: All of the respondents who have contacted QV4a Other (1st) with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
21-3-3---1-13Unweighted total
22-4-4---1-24Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
*--*-*------*Dissatisfied

23%-%-%12%-%12%-%-%-%-%-%-%12%

-------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

12-3-3---1-23OUT)
77%100%-%88%-%88%-%-%-%100%-%100%88%

Don't Know / (DO NOT
-------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
Table 123  (continuation)                                                                                                                                                                      Page 1179

Professionalism and handling of any query / complaint (QOP3A91  Thinking about contacting QV4a Other (1st) with a service query, request or complaint, and your experiences in the last six months,
please rate QV4a Other (1st) on the following aspects)
Base: All of the respondents who have contacted QV4a Other (1st) with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
-22--212-2111--33Unweighted total
-23--3*3-3***--44Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-*----*---***--**Dissatisfied
-%23%-%-%-%-%100%-%-%-%100%100%100%-%-%12%12%

-----------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

-13--3-3-3-----33OUT)
-%77%100%-%-%100%-%100%-%100%-%-%-%-%-%88%88%

Don't Know / (DO NOT
-----------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
Table 123  (continuation)                                                                                                                                                                      Page 1180

Professionalism and handling of any query / complaint (QOP3A91  Thinking about contacting QV4a Other (1st) with a service query, request or complaint, and your experiences in the last six months,
please rate QV4a Other (1st) on the following aspects)
Base: All of the respondents who have contacted QV4a Other (1st) with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
-21132-333231----3Unweighted total
-21143-444242----4Weighted total

------------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-*--*--*****-----*Dissatisfied
-%21%-%-%12%-%-%12%12%12%23%12%-%-%-%-%-%12%

------------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

-21133-333132----3OUT)
-%79%100%100%88%100%-%88%88%88%77%88%100%-%-%-%-%88%

Don't Know / (DO NOT
------------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
Table 123  (continuation)                                                                                                                                                                      Page 1181

Professionalism and handling of any query / complaint (QOP3A91  Thinking about contacting QV4a Other (1st) with a service query, request or complaint, and your experiences in the last six months,
please rate QV4a Other (1st) on the following aspects)
Base: All of the respondents who have contacted QV4a Other (1st) with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
121--1-3122-13Unweighted total
222--2-4122-14Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-*-----*-**--*Dissatisfied
-%23%-%-%-%-%-%12%-%21%21%-%-%12%

--------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

212--2-3122-13OUT)
100%77%100%-%-%100%-%88%100%79%79%-%100%88%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
Table 123  (continuation)                                                                                                                                                                      Page 1182

Professionalism and handling of any query / complaint (QOP3A91  Thinking about contacting QV4a Other (1st) with a service query, request or complaint, and your experiences in the last six months,
please rate QV4a Other (1st) on the following aspects)
Base: All of the respondents who have contacted QV4a Other (1st) with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthother main provider

DecJunAprDissatisfiedSatisfiedTOTAL

*a*b*a*b*aSignificance Level: 95%
111-33Unweighted total
12*-44Weighted total

------Very Dissatisfied
-%-%-%-%-%-%

------Fairly Dissatisfied
-%-%-%-%-%-%

Neither Satisfied Nor
--*-**Dissatisfied
-%-%100%-%12%12%

------Fairly Satisfied
-%-%-%-%-%-%

------Very Satisfied
-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

12--33OUT)
100%100%-%-%88%88%

Don't Know / (DO NOT
------READ OUT)
-%-%-%-%-%-%

------NET: Satisfied
-%-%-%-%-%-%

------NET: Dissatisfied
-%-%-%-%-%-%

Columns Tested: a,b - a,b

Ofcom; Business Postal Tracker
Table 123  (continuation)                                                                                                                                                                      Page 1183

Professionalism and handling of any query / complaint (QOP3A91  Thinking about contacting QV4a Other (1st) with a service query, request or complaint, and your experiences in the last six months,
please rate QV4a Other (1st) on the following aspects)
Base: All of the respondents who have contacted QV4a Other (1st) with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
1-----------11Unweighted total
*-----------**Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

*-----------**OUT)
100%-%-%-%-%-%-%-%-%-%-%-%100%100%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
Table 124                                                                                                                                                                                      Page 1184

Professionalism and handling of any query / complaint (QOP3A93  Thinking about contacting QV4a Other (3rd) with a service query, request or complaint, and your experiences in the last six months,
please rate QV4a Other (3rd) on the following aspects)
Base: All of the respondents who have contacted QV4a Other (3rd) with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
1-1--1------1-1Unweighted total
*-*--*------*-*Weighted total

---------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
---------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

*-*--*------*-*OUT)
100%-%100%-%-%100%-%-%-%-%-%-%100%-%100%

Don't Know / (DO NOT
---------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
Table 124  (continuation)                                                                                                                                                                      Page 1185

Professionalism and handling of any query / complaint (QOP3A93  Thinking about contacting QV4a Other (3rd) with a service query, request or complaint, and your experiences in the last six months,
please rate QV4a Other (3rd) on the following aspects)
Base: All of the respondents who have contacted QV4a Other (3rd) with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
-------1--1-----1Unweighted total
-------*--*-----*Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-----------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

-------*--*-----*OUT)
-%-%-%-%-%-%-%100%-%-%100%-%-%-%-%-%100%

Don't Know / (DO NOT
-----------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
Table 124  (continuation)                                                                                                                                                                      Page 1186

Professionalism and handling of any query / complaint (QOP3A93  Thinking about contacting QV4a Other (3rd) with a service query, request or complaint, and your experiences in the last six months,
please rate QV4a Other (3rd) on the following aspects)
Base: All of the respondents who have contacted QV4a Other (3rd) with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
1--1-1-----11Unweighted total
*--*-*-----**Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

*--*-*-----**OUT)
100%-%-%100%-%100%-%-%-%-%-%100%100%

Don't Know / (DO NOT
-------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
Table 124  (continuation)                                                                                                                                                                      Page 1187

Professionalism and handling of any query / complaint (QOP3A93  Thinking about contacting QV4a Other (3rd) with a service query, request or complaint, and your experiences in the last six months,
please rate QV4a Other (3rd) on the following aspects)
Base: All of the respondents who have contacted QV4a Other (3rd) with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
111--1---1-----11Unweighted total
***--*---*-----**Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-----------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

***--*---*-----**OUT)
100%100%100%-%-%100%-%-%-%100%-%-%-%-%-%100%100%

Don't Know / (DO NOT
-----------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
Table 124  (continuation)                                                                                                                                                                      Page 1188

Professionalism and handling of any query / complaint (QOP3A93  Thinking about contacting QV4a Other (3rd) with a service query, request or complaint, and your experiences in the last six months,
please rate QV4a Other (3rd) on the following aspects)
Base: All of the respondents who have contacted QV4a Other (3rd) with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
-1-111-111-1-----1Unweighted total
-*-***-***-*-----*Weighted total

------------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
------------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

-*-***-***-*-----*OUT)
-%100%-%100%100%100%-%100%100%100%-%100%-%-%-%-%-%100%

Don't Know / (DO NOT
------------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
Table 124  (continuation)                                                                                                                                                                      Page 1189

Professionalism and handling of any query / complaint (QOP3A93  Thinking about contacting QV4a Other (3rd) with a service query, request or complaint, and your experiences in the last six months,
please rate QV4a Other (3rd) on the following aspects)
Base: All of the respondents who have contacted QV4a Other (3rd) with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
-1-----11-1--1Unweighted total
-*-----**-*--*Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

-*-----**-*--*OUT)
-%100%-%-%-%-%-%100%100%-%100%-%-%100%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
Table 124  (continuation)                                                                                                                                                                      Page 1190

Professionalism and handling of any query / complaint (QOP3A93  Thinking about contacting QV4a Other (3rd) with a service query, request or complaint, and your experiences in the last six months,
please rate QV4a Other (3rd) on the following aspects)
Base: All of the respondents who have contacted QV4a Other (3rd) with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
Monthother main provider

JunDissatisfiedSatisfiedTOTAL

*a*b*aSignificance Level: 95%
1-11Unweighted total
*-**Weighted total

----Very Dissatisfied
-%-%-%-%

----Fairly Dissatisfied
-%-%-%-%

Neither Satisfied Nor
----Dissatisfied
-%-%-%-%

----Fairly Satisfied
-%-%-%-%

----Very Satisfied
-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

*-**OUT)
100%-%100%100%

Don't Know / (DO NOT
----READ OUT)
-%-%-%-%

----NET: Satisfied
-%-%-%-%

----NET: Dissatisfied
-%-%-%-%

Columns Tested: a,b

Ofcom; Business Postal Tracker
Table 124  (continuation)                                                                                                                                                                      Page 1191

Professionalism and handling of any query / complaint (QOP3A93  Thinking about contacting QV4a Other (3rd) with a service query, request or complaint, and your experiences in the last six months,
please rate QV4a Other (3rd) on the following aspects)
Base: All of the respondents who have contacted QV4a Other (3rd) with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
1411313-41112119Unweighted total
18**113-71122*20Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1-*--------1-2Fairly Dissatisfied
8%-%100%-%-%-%-%-%-%-%-%88%-%9%

Neither Satisfied Nor
4----2-2-----4Dissatisfied

22%-%-%-%-%50%-%32%-%-%-%-%-%20%

6------21-2--6Fairly Satisfied
32%-%-%-%-%-%-%32%100%-%100%-%-%29%

2*-*-*-*-1---2Very Satisfied
9%100%-%45%-%6%-%3%-%100%-%-%-%12%

Have not Contacted / Not
Applicable (DO NOT READ

5--*11-2---**6OUT)
29%-%-%11%100%45%-%32%-%-%-%12%100%27%

Don't Know / (DO NOT
---*---------*READ OUT)
-%-%-%44%-%-%-%-%-%-%-%-%-%2%

8*-*-*-3112--8NET: Satisfied
41%100%-%45%-%6%-%35%100%100%100%-%-%41%

1-*--------1-2NET: Dissatisfied
8%-%100%-%-%-%-%-%-%-%-%88%-%9%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
Table 125                                                                                                                                                                                      Page 1192

Professionalism and handling of any query / complaint (QOP3A94  Thinking about contacting QV4a Other (1st) with a service query, request or complaint, and your experiences in the last six months,
please rate QV4a Other (1st) on the following aspects)
Base: All of the respondents who have contacted QV4b Other (1st) with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
9105-32146172-2-19Unweighted total
7131-**198261-1-20Weighted total

---------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*1----2---*---2Fairly Dissatisfied
6%11%-%-%-%-%10%-%-%-%50%-%-%-%9%

Neither Satisfied Nor
4-----42-2----4Dissatisfied

55%-%-%-%-%-%21%30%-%25%-%-%-%-%20%

15----62-4----6Fairly Satisfied
17%36%-%-%-%-%31%30%-%55%-%-%-%-%29%

12*-**21-1----2Very Satisfied
12%12%43%-%38%50%11%16%-%19%-%-%-%-%12%

Have not Contacted / Not
Applicable (DO NOT READ

*51-**522---1-6OUT)
4%40%57%-%62%50%26%23%100%-%-%-%100%-%27%

Don't Know / (DO NOT
*-----*---*---*READ OUT)
6%-%-%-%-%-%2%-%-%-%50%-%-%-%2%

26*-**84-5----8NET: Satisfied
29%49%43%-%38%50%41%46%-%75%-%-%-%-%41%

*1----2---*---2NET: Dissatisfied
6%11%-%-%-%-%10%-%-%-%50%-%-%-%9%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
Table 125  (continuation)                                                                                                                                                                      Page 1193

Professionalism and handling of any query / complaint (QOP3A94  Thinking about contacting QV4a Other (1st) with a service query, request or complaint, and your experiences in the last six months,
please rate QV4a Other (1st) on the following aspects)
Base: All of the respondents who have contacted QV4b Other (1st) with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
-1-22461351136-32719Unweighted total
-*-21281532155-43720Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----*-1*1-*1---22Fairly Dissatisfied
-%-%-%-%80%-%17%3%51%-%3%28%-%-%-%28%9%

Neither Satisfied Nor
------44--4--22-4Dissatisfied
-%-%-%-%-%-%47%27%-%-%27%-%-%59%58%-%20%

---1---6--6---1-6Fairly Satisfied
-%-%-%50%-%-%-%39%-%-%39%-%-%-%42%-%29%

-----2121-21-*-22Very Satisfied
-%-%-%-%-%81%7%11%30%-%11%17%-%5%-%31%12%

Have not Contacted / Not
Applicable (DO NOT READ

-*-1*-23*232-1-26OUT)
-%100%-%50%20%-%28%20%4%100%20%47%-%37%-%35%27%

Don't Know / (DO NOT
-----*--*--*---**READ OUT)
-%-%-%-%-%19%-%-%15%-%-%8%-%-%-%6%2%

---1-2181-81-*128NET: Satisfied
-%-%-%50%-%81%7%50%30%-%50%17%-%5%42%31%41%

----*-1*1-*1---22NET: Dissatisfied
-%-%-%-%80%-%17%3%51%-%3%28%-%-%-%28%9%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
Table 125  (continuation)                                                                                                                                                                      Page 1194

Professionalism and handling of any query / complaint (QOP3A94  Thinking about contacting QV4a Other (1st) with a service query, request or complaint, and your experiences in the last six months,
please rate QV4a Other (1st) on the following aspects)
Base: All of the respondents who have contacted QV4b Other (1st) with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
217-1099103312919Unweighted total
219-101011104313720Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-2--21*----22Fairly Dissatisfied
-%10%-%-%19%14%5%-%-%-%-%27%9%

Neither Satisfied Nor
-4-2222-2--24Dissatisfied
-%21%-%23%16%22%17%-%53%-%-%33%20%

-6-42424--2-6Fairly Satisfied
-%32%-%35%23%33%25%95%-%-%93%-%29%

-2-2*21*1-*12Very Satisfied
-%13%-%20%4%15%9%5%40%-%7%12%12%

Have not Contacted / Not
Applicable (DO NOT READ

24-2424-*1-26OUT)
100%21%-%17%38%16%40%-%6%100%-%21%27%

Don't Know / (DO NOT
-*-*--*----**READ OUT)
-%2%-%4%-%-%5%-%-%-%-%6%2%

-8-635341-318NET: Satisfied
-%45%-%56%27%49%34%100%40%-%100%12%41%

-2--21*----22NET: Dissatisfied
-%10%-%-%19%14%5%-%-%-%-%27%9%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
Table 125  (continuation)                                                                                                                                                                      Page 1195

Professionalism and handling of any query / complaint (QOP3A94  Thinking about contacting QV4a Other (1st) with a service query, request or complaint, and your experiences in the last six months,
please rate QV4a Other (1st) on the following aspects)
Base: All of the respondents who have contacted QV4b Other (1st) with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
219144-149106151271285519Unweighted total
320143-1571251684884620Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-2*--2***2****--2Fairly Dissatisfied
-%9%3%-%-%13%6%3%9%12%5%11%5%5%-%-%9%

Neither Satisfied Nor
-44--424-4----224Dissatisfied
-%20%29%-%-%28%32%32%-%25%-%-%-%-%40%36%20%

2642-414261116--6Fairly Satisfied
92%29%26%69%-%25%16%29%47%37%14%32%14%72%-%-%29%

-22*-212*22*221-2Very Satisfied
-%12%15%13%-%14%19%13%9%13%30%5%30%20%21%-%12%

Have not Contacted / Not
Applicable (DO NOT READ

*63*-32312424*146OUT)
8%27%23%6%-%21%21%22%28%12%46%40%46%2%29%64%27%

Don't Know / (DO NOT
-***--*-*-***-*-*READ OUT)
-%2%3%13%-%-%6%-%9%-%5%11%5%-%10%-%2%

2863-6353841481-8NET: Satisfied
92%41%41%82%-%39%36%42%55%50%44%37%44%92%21%-%41%

-2*--2***2****--2NET: Dissatisfied
-%9%3%-%-%13%6%3%9%12%5%11%5%5%-%-%9%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
Table 125  (continuation)                                                                                                                                                                      Page 1196

Professionalism and handling of any query / complaint (QOP3A94  Thinking about contacting QV4a Other (1st) with a service query, request or complaint, and your experiences in the last six months,
please rate QV4a Other (1st) on the following aspects)
Base: All of the respondents who have contacted QV4b Other (1st) with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
110751810-191819171914-181519Unweighted total
*8115187-201820182014-271520Weighted total

------------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*1*22-222222---22Fairly Dissatisfied
-%5%13%9%11%25%-%9%11%9%11%9%13%-%-%-%13%9%

Neither Satisfied Nor
-22242-444442-2-44Dissatisfied
-%20%21%51%22%22%-%20%22%20%23%20%17%-%100%-%27%20%

-15-4--666664--426Fairly Satisfied
-%15%41%-%20%-%-%29%33%29%33%29%25%-%-%51%16%29%

-2*-22-222222--122Very Satisfied
-%28%2%-%14%22%-%12%14%12%14%12%18%-%-%21%17%12%

Have not Contacted / Not
Applicable (DO NOT READ

-33262-636364--246OUT)
-%32%23%40%31%25%-%27%18%27%17%27%27%-%-%22%26%27%

Don't Know / (DO NOT
*---**-*****---***READ OUT)

100%-%-%-%2%6%-%2%2%2%2%2%-%-%-%6%3%2%

-35-62-888886--558NET: Satisfied
-%42%43%-%34%22%-%41%47%41%47%41%43%-%-%72%32%41%

-*1*22-222222---22NET: Dissatisfied
-%5%13%9%11%25%-%9%11%9%11%9%13%-%-%-%13%9%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QOP3A94  Thinking about contacting QV4a Other (1st) with a service query, request or complaint, and your experiences in the last six months,
please rate QV4a Other (1st) on the following aspects)
Base: All of the respondents who have contacted QV4b Other (1st) with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
136125-11-19910112619Unweighted total
138136-13-2081293920Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-22--2-22-*-12Fairly Dissatisfied
-%25%15%-%-%15%-%9%24%-%5%-%17%9%

Neither Satisfied Nor
-422-2-4-4--44Dissatisfied
-%53%18%28%-%19%-%20%-%32%-%-%46%20%

6-42-2-6-642-6Fairly Satisfied
47%-%28%40%-%19%-%29%-%48%39%93%-%29%

2-2*-2-2121*12Very Satisfied
20%-%18%3%-%18%-%12%10%14%12%7%14%12%

Have not Contacted / Not
Applicable (DO NOT READ

4231-4-65*4-16OUT)
30%22%21%21%-%29%-%27%66%2%45%-%17%27%

Don't Know / (DO NOT
*--*---*-*--**READ OUT)
3%-%-%7%-%-%-%2%-%4%-%-%5%2%

8-63-5-8185318NET: Satisfied
66%-%46%44%-%37%-%41%10%62%51%100%14%41%

-22--2-22-*-12NET: Dissatisfied
-%25%15%-%-%15%-%9%24%-%5%-%17%9%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
Table 125  (continuation)                                                                                                                                                                      Page 1198

Professionalism and handling of any query / complaint (QOP3A94  Thinking about contacting QV4a Other (1st) with a service query, request or complaint, and your experiences in the last six months,
please rate QV4a Other (1st) on the following aspects)
Base: All of the respondents who have contacted QV4b Other (1st) with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthother main provider

DecNovOctJunMayAprDissatisfiedSatisfiedTOTAL

*c*b*a*c*b*a*b*aSignificance Level: 95%
53361111619Unweighted total
75331121620Weighted total

---------Very Dissatisfied
-%-%-%-%-%-%-%-%-%

1--*----2Fairly Dissatisfied
22%-%-%14%-%-%-%-%9%

Neither Satisfied Nor
2--2--224Dissatisfied

35%-%-%53%-%-%100%10%20%

-5--1--66Fairly Satisfied
-%92%-%-%100%-%-%37%29%

1*1*---22Very Satisfied
19%8%21%6%-%-%-%16%12%

Have not Contacted / Not
Applicable (DO NOT READ

2-2*-1-66OUT)
24%-%79%13%-%100%-%35%27%

Don't Know / (DO NOT
---*---**READ OUT)
-%-%-%14%-%-%-%3%2%

151*1--88NET: Satisfied
19%100%21%6%100%-%-%52%41%

1--*----2NET: Dissatisfied
22%-%-%14%-%-%-%-%9%

Columns Tested: a,b - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QOP3A94  Thinking about contacting QV4a Other (1st) with a service query, request or complaint, and your experiences in the last six months,
please rate QV4a Other (1st) on the following aspects)
Base: All of the respondents who have contacted QV4b Other (1st) with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
5---1--21--1-5Unweighted total
9---1--51--1-9Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1---1--------1Fairly Dissatisfied
14%-%-%-%100%-%-%-%-%-%-%-%-%14%

Neither Satisfied Nor
2------2-----2Dissatisfied

27%-%-%-%-%-%-%50%-%-%-%-%-%27%

1----------1-1Fairly Satisfied
17%-%-%-%-%-%-%-%-%-%-%100%-%17%

4------21----4Very Satisfied
42%-%-%-%-%-%-%50%100%-%-%-%-%42%

Have not Contacted / Not
Applicable (DO NOT READ

--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

5------21--1-5NET: Satisfied
59%-%-%-%-%-%-%50%100%-%-%100%-%59%

1---1--------1NET: Dissatisfied
14%-%-%-%100%-%-%-%-%-%-%-%-%14%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QOP3A95  Thinking about contacting QV4a Other (2nd) with a service query, request or complaint, and your experiences in the last six months,
please rate QV4a Other (2nd) on the following aspects)
Base: All of the respondents who have contacted QV4b Other (2nd) with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
23----51-3----5Unweighted total
45----92-5----9Weighted total

---------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1-----1--1----1Fairly Dissatisfied
34%-%-%-%-%-%14%-%-%25%-%-%-%-%14%

Neither Satisfied Nor
-2----2--2----2Dissatisfied
-%47%-%-%-%-%27%-%-%49%-%-%-%-%27%

-1----1-------1Fairly Satisfied
-%29%-%-%-%-%17%-%-%-%-%-%-%-%17%

21----42-1----4Very Satisfied
66%24%-%-%-%-%42%100%-%26%-%-%-%-%42%

Have not Contacted / Not
Applicable (DO NOT READ

---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
---------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

23----52-1----5NET: Satisfied
66%53%-%-%-%-%59%100%-%26%-%-%-%-%59%

1-----1--1----1NET: Dissatisfied
34%-%-%-%-%-%14%-%-%25%-%-%-%-%14%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
Table 126  (continuation)                                                                                                                                                                      Page 1201

Professionalism and handling of any query / complaint (QOP3A95  Thinking about contacting QV4a Other (2nd) with a service query, request or complaint, and your experiences in the last six months,
please rate QV4a Other (2nd) on the following aspects)
Base: All of the respondents who have contacted QV4b Other (2nd) with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
---1--341-41-1-25Unweighted total
---1--571-71-2-39Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---1---1--1----11Fairly Dissatisfied
-%-%-%100%-%-%-%17%-%-%17%-%-%-%-%45%14%

Neither Satisfied Nor
-------2--2-----2Dissatisfied
-%-%-%-%-%-%-%33%-%-%33%-%-%-%-%-%27%

------1-1--1---11Fairly Satisfied
-%-%-%-%-%-%29%-%100%-%-%100%-%-%-%55%17%

------44--4--2--4Very Satisfied
-%-%-%-%-%-%71%50%-%-%50%-%-%100%-%-%42%

Have not Contacted / Not
Applicable (DO NOT READ

-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
-----------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------541-41-2-15NET: Satisfied
-%-%-%-%-%-%100%50%100%-%50%100%-%100%-%55%59%

---1---1--1----11NET: Dissatisfied
-%-%-%100%-%-%-%17%-%-%17%-%-%-%-%45%14%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
Table 126  (continuation)                                                                                                                                                                      Page 1202

Professionalism and handling of any query / complaint (QOP3A95  Thinking about contacting QV4a Other (2nd) with a service query, request or complaint, and your experiences in the last six months,
please rate QV4a Other (2nd) on the following aspects)
Base: All of the respondents who have contacted QV4b Other (2nd) with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
-5-23321-1125Unweighted total
-9-45542-1149Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-1--1-1--1--1Fairly Dissatisfied
-%14%-%-%24%-%34%-%-%100%-%-%14%

Neither Satisfied Nor
-2--2-22----2Dissatisfied
-%27%-%-%47%-%66%100%-%-%-%-%27%

-1--11-----11Fairly Satisfied
-%17%-%-%29%29%-%-%-%-%-%38%17%

-4-4-4----124Very Satisfied
-%42%-%100%-%71%-%-%-%-%100%62%42%

Have not Contacted / Not
Applicable (DO NOT READ

-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
-------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-5-415----145NET: Satisfied
-%59%-%100%29%100%-%-%-%-%100%100%59%

-1--1-1--1--1NET: Dissatisfied
-%14%-%-%24%-%34%-%-%100%-%-%14%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
Table 126  (continuation)                                                                                                                                                                      Page 1203

Professionalism and handling of any query / complaint (QOP3A95  Thinking about contacting QV4a Other (2nd) with a service query, request or complaint, and your experiences in the last six months,
please rate QV4a Other (2nd) on the following aspects)
Base: All of the respondents who have contacted QV4b Other (2nd) with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
253--524-52123-15Unweighted total
496--947-92125-29Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

11---1-1-11111--1Fairly Dissatisfied
34%14%-%-%-%14%-%17%-%14%49%100%49%25%-%-%14%

Neither Satisfied Nor
222--2-2-2---2--2Dissatisfied

66%27%40%-%-%27%-%33%-%27%-%-%-%49%-%-%27%

-1---1---1------1Fairly Satisfied
-%17%-%-%-%17%-%-%-%17%-%-%-%-%-%-%17%

-44--444-41-11-24Very Satisfied
-%42%60%-%-%42%100%50%-%42%51%-%51%26%-%100%42%

Have not Contacted / Not
Applicable (DO NOT READ

-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
-----------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-54--544-51-11-25NET: Satisfied
-%59%60%-%-%59%100%50%-%59%51%-%51%26%-%100%59%

11---1-1-11111--1NET: Dissatisfied
34%14%-%-%-%14%-%17%-%14%49%100%49%25%-%-%14%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
Table 126  (continuation)                                                                                                                                                                      Page 1204

Professionalism and handling of any query / complaint (QOP3A95  Thinking about contacting QV4a Other (2nd) with a service query, request or complaint, and your experiences in the last six months,
please rate QV4a Other (2nd) on the following aspects)
Base: All of the respondents who have contacted QV4b Other (2nd) with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
-14253-555555--345Unweighted total
-17494-999999--579Weighted total

------------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-1-111-111111--1-1Fairly Dissatisfied
-%100%-%34%14%31%-%14%14%14%14%14%14%-%-%25%-%14%

Neither Satisfied Nor
--2-2--222222--222Dissatisfied
-%-%32%-%27%-%-%27%27%27%27%27%27%-%-%49%32%27%

--1-11-111111---11Fairly Satisfied
-%-%20%-%17%38%-%17%17%17%17%17%17%-%-%-%20%17%

--4241-444444--144Very Satisfied
-%-%48%66%42%32%-%42%42%42%42%42%42%-%-%26%48%42%

Have not Contacted / Not
Applicable (DO NOT READ

------------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
------------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--5253-555555--155NET: Satisfied
-%-%68%66%59%69%-%59%59%59%59%59%59%-%-%26%68%59%

-1-111-111111--1-1NET: Dissatisfied
-%100%-%34%14%31%-%14%14%14%14%14%14%-%-%25%-%14%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QOP3A95  Thinking about contacting QV4a Other (2nd) with a service query, request or complaint, and your experiences in the last six months,
please rate QV4a Other (2nd) on the following aspects)
Base: All of the respondents who have contacted QV4b Other (2nd) with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
3241-4-5232-35Unweighted total
5471-7-9364-59Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1--1-1-11---11Fairly Dissatisfied
25%-%-%100%-%16%-%14%45%-%-%-%24%14%

Neither Satisfied Nor
2-2--2-2-22--2Dissatisfied

49%-%32%-%-%32%-%27%-%40%66%-%-%27%

-11--1-11---11Fairly Satisfied
-%38%20%-%-%20%-%17%55%-%-%-%29%17%

124--2-4-41-24Very Satisfied
26%62%48%-%-%32%-%42%-%60%34%-%47%42%

Have not Contacted / Not
Applicable (DO NOT READ

--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

145--4-5141-45NET: Satisfied
26%100%68%-%-%52%-%59%55%60%34%-%76%59%

1--1-1-11---11NET: Dissatisfied
25%-%-%100%-%16%-%14%45%-%-%-%24%14%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QOP3A95  Thinking about contacting QV4a Other (2nd) with a service query, request or complaint, and your experiences in the last six months,
please rate QV4a Other (2nd) on the following aspects)
Base: All of the respondents who have contacted QV4b Other (2nd) with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthother main provider

DecNovOctJunDissatisfiedSatisfiedTOTAL

*c*b*a*a*b*aSignificance Level: 95%
2111135Unweighted total
4211259Weighted total

-------Very Dissatisfied
-%-%-%-%-%-%-%

---1-11Fairly Dissatisfied
-%-%-%100%-%25%14%

Neither Satisfied Nor
-2---22Dissatisfied
-%100%-%-%-%49%27%

1-----1Fairly Satisfied
38%-%-%-%-%-%17%

2-1-214Very Satisfied
62%-%100%-%100%26%42%

Have not Contacted / Not
Applicable (DO NOT READ

-------OUT)
-%-%-%-%-%-%-%

Don't Know / (DO NOT
-------READ OUT)
-%-%-%-%-%-%-%

4-1-215NET: Satisfied
100%-%100%-%100%26%59%

---1-11NET: Dissatisfied
-%-%-%100%-%25%14%

Columns Tested: a,b - a,b,c

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QOP3A95  Thinking about contacting QV4a Other (2nd) with a service query, request or complaint, and your experiences in the last six months,
please rate QV4a Other (2nd) on the following aspects)
Base: All of the respondents who have contacted QV4b Other (2nd) with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
67109981341351054595Unweighted total
7533481252046105585Weighted total

4**--2-2-----5Very Dissatisfied
6%15%4%-%-%15%-%12%-%-%-%-%-%6%

10*1114*21--1-12Fairly Dissatisfied
14%15%20%22%18%28%3%12%35%-%-%31%-%14%

Neither Satisfied Nor
181*-35*5**3*219Dissatisfied
24%17%18%-%34%40%7%25%6%3%28%4%33%22%

27*1122571251229Fairly Satisfied
36%15%20%24%32%15%90%35%29%30%48%31%37%34%

14112-*-31422118Very Satisfied
19%38%20%44%-%2%-%16%30%67%24%35%30%21%

Don't Know / (DO NOT
1-**1*-------2READ OUT)
2%-%18%11%16%2%-%-%-%-%-%-%-%3%

41213225102673347NET: Satisfied
55%53%40%67%32%16%90%51%59%97%72%66%67%55%

1511115*51--1-17NET: Dissatisfied
19%30%24%22%18%43%3%24%35%-%-%31%-%20%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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QOP3A. ALL PROVIDERS OTHER THAN RM. Thinking about contacting [QV4 provider] with a service query, request or complaint, and your experiences in the last six months, please rate [QV4 provider] on
Professionalism and handling of any query / complaint.)
Base: All of the respondents who have contacted [QV4 provider] with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

bae*d*c*ba*g*fe*d*c*b*aSignificance Level: 95%
514435662360251374-24295Unweighted total
463971147928*383-13285Weighted total

23*--*5--2--3-5Very Dissatisfied
5%7%5%-%-%7%6%-%-%5%-%-%24%-%6%

761*-1112*52-2-12Fairly Dissatisfied
14%14%14%19%-%17%14%8%100%12%66%-%17%-%14%

Neither Satisfied Nor
1092**2178-8--3*19Dissatisfied
21%24%35%35%31%36%21%27%-%22%-%-%23%28%22%

15141-1*2812-12--4-29Fairly Satisfied
33%36%16%-%52%11%36%42%-%33%-%-%30%-%34%

e

10721*1166-9*-1118Very Satisfied
22%19%27%46%17%24%20%22%-%24%17%-%6%72%21%

Don't Know / (DO NOT
2**--*2--2*-*-2READ OUT)
5%1%3%-%-%5%3%-%-%4%17%-%2%-%3%

252231114418-21*-4147NET: Satisfied
55%55%43%46%69%35%56%64%-%57%17%-%36%72%55%

981*-1162*62-5-17NET: Dissatisfied
19%21%19%19%-%24%20%8%100%17%66%-%40%-%20%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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QOP3A. ALL PROVIDERS OTHER THAN RM. Thinking about contacting [QV4 provider] with a service query, request or complaint, and your experiences in the last six months, please rate [QV4 provider] on
Professionalism and handling of any query / complaint.)
Base: All of the respondents who have contacted [QV4 provider] with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*ac*b*ab*a*d*c*baSignificance Level: 95%
-9881222287322-7322619123195Unweighted total
-2251113396025-602511483485Weighted total

---*2125*-5*-1225Very Dissatisfied
-%-%-%4%21%4%4%8%1%-%8%1%-%4%23%7%6%

--1112566-66**1512Fairly Dissatisfied
-%-%58%24%8%16%12%10%25%-%10%25%32%1%17%14%14%

Neither Satisfied Nor
-111327145-145142619Dissatisfied
-%35%31%12%23%16%17%23%20%-%23%20%51%31%23%18%22%

-1-123171910-1910*62929Fairly Satisfied
-%34%-%24%21%22%44%33%38%-%33%38%17%40%21%27%34%

-1**359144-144-311018Very Satisfied
-%32%11%3%26%38%22%23%15%-%23%15%-%23%11%30%21%

Don't Know / (DO NOT
---2**-2*-2*-**22READ OUT)
-%-%-%33%2%3%-%3%2%-%3%2%-%1%6%5%3%

-1*158263313-3313*931947NET: Satisfied
-%65%11%27%46%60%66%56%53%-%56%53%17%62%31%57%55%

--11336116-116*13717NET: Dissatisfied
-%-%58%28%29%20%16%18%26%-%18%26%32%5%40%21%20%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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QOP3A. ALL PROVIDERS OTHER THAN RM. Thinking about contacting [QV4 provider] with a service query, request or complaint, and your experiences in the last six months, please rate [QV4 provider] on
Professionalism and handling of any query / complaint.)
Base: All of the respondents who have contacted [QV4 provider] with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cb*ababa*e*d*c*baSignificance Level: 95%
986-51443956161215133795Unweighted total
481-4342394614712123985Weighted total

*4-3232-23-*5Very Dissatisfied
11%5%-%7%4%8%4%-%22%25%-%*%6%

*12-48493*3*512Fairly Dissatisfied
5%15%-%9%19%10%18%21%6%28%4%13%14%

Neither Satisfied Nor
217-9109104232719Dissatisfied

46%21%-%21%24%22%22%31%22%27%14%19%22%

128-151413164-171729Fairly Satisfied
22%35%-%34%34%34%34%28%-%5%61%44%34%

*17-1171083313818Very Satisfied
11%21%-%26%15%26%16%20%47%6%22%21%21%

Don't Know / (DO NOT
*2-11*2-*1-12READ OUT)
5%3%-%3%3%1%5%-%3%10%-%2%3%

145-26212324631102547NET: Satisfied
33%56%-%60%50%60%51%48%47%10%83%65%55%

116-710710326*517NET: Dissatisfied
16%20%-%16%24%17%22%21%28%52%4%14%20%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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QOP3A. ALL PROVIDERS OTHER THAN RM. Thinking about contacting [QV4 provider] with a service query, request or complaint, and your experiences in the last six months, please rate [QV4 provider] on
Professionalism and handling of any query / complaint.)
Base: All of the respondents who have contacted [QV4 provider] with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cba*c*bagfedcbac*baSignificance Level: 95%
36896617-766264308676577041203295Unweighted total
21806415-695359128154334835173185Weighted total

152*-535*5333-415Very Dissatisfied
3%6%3%1%-%7%5%8%2%6%6%10%7%-%24%3%6%

51061-115731064653212Fairly Dissatisfied
22%13%10%10%-%16%9%12%27%13%12%14%13%16%18%7%14%

g

Neither Satisfied Nor
516173-151015118106863919Dissatisfied

22%20%27%19%-%22%20%26%10%22%19%18%16%18%20%30%22%

529216-232117329169141241129Fairly Satisfied
22%37%32%42%-%33%39%28%25%36%30%29%29%35%26%36%34%

518164-1414133171581592718Very Satisfied
25%22%26%26%-%20%26%23%29%21%28%24%31%27%9%21%21%

Don't Know / (DO NOT
121*-212122221*12READ OUT)
7%3%2%3%-%3%1%3%8%2%4%6%5%3%3%2%3%

10473710-3734306463217292261847NET: Satisfied
47%59%58%67%-%53%65%51%54%57%59%53%60%62%36%58%55%

51582-158123151081057317NET: Dissatisfied
24%19%13%11%-%22%14%20%28%19%18%24%20%16%42%10%20%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
Table 127  (continuation)                                                                                                                                                                      Page 1212

QOP3A. ALL PROVIDERS OTHER THAN RM. Thinking about contacting [QV4 provider] with a service query, request or complaint, and your experiences in the last six months, please rate [QV4 provider] on
Professionalism and handling of any query / complaint.)
Base: All of the respondents who have contacted [QV4 provider] with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*cbacba*fedcbac*b*abaSignificance Level: 95%
85235399363-959094919466112476595Unweighted total
34439258252-85828481846717346085Weighted total

-4*152-555553-2325Very Dissatisfied
-%10%1%2%6%4%-%6%6%6%6%6%4%-%26%8%3%6%

*673129-121212121210-16812Fairly Dissatisfied
4%13%17%12%15%18%-%14%15%15%15%15%15%-%21%19%14%14%

Neither Satisfied Nor
*12751812-191718181814-241319Dissatisfied
7%27%18%20%22%23%-%22%21%21%22%21%21%-%29%13%22%22%

2111672714-292729262926-*102129Fairly Satisfied
68%25%42%28%33%26%-%34%34%35%32%35%38%-%2%28%34%34%

*9881813-1818181818131291618Very Satisfied
4%21%21%32%22%25%-%21%22%21%22%21%19%100%22%26%26%21%

Don't Know / (DO NOT
*2*122-222222--212READ OUT)

16%4%1%6%3%4%-%3%3%3%3%3%3%-%-%6%2%3%

22025154427-47454744473912183647NET: Satisfied
72%46%63%59%54%51%-%55%55%56%54%56%58%100%24%55%60%55%

*10741712-171717171713-391017NET: Dissatisfied
4%23%18%14%21%22%-%20%21%20%21%20%19%-%47%27%17%20%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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QOP3A. ALL PROVIDERS OTHER THAN RM. Thinking about contacting [QV4 provider] with a service query, request or complaint, and your experiences in the last six months, please rate [QV4 provider] on
Professionalism and handling of any query / complaint.)
Base: All of the respondents who have contacted [QV4 provider] with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

bab*a*ba*ba*bac*baSignificance Level: 95%
44516026857392247148133495Unweighted total
41445526855185216438123585Weighted total

14*4-3-522*325Very Dissatisfied
1%10%1%16%-%5%-%6%11%4%*%25%5%6%

668428-123962512Fairly Dissatisfied
14%15%15%15%27%15%-%15%16%14%16%14%13%14%

Neither Satisfied Nor
712152211-196139*919Dissatisfied

17%27%27%8%22%21%-%22%29%20%25%1%27%22%

16141810*21-295241541129Fairly Satisfied
38%31%33%40%2%39%-%34%23%38%39%31%31%34%

1071344911731473718Very Satisfied
25%17%24%15%49%17%100%20%15%23%20%28%19%21%

Don't Know / (DO NOT
21*2-2-211*-22READ OUT)
4%2%1%6%-%3%-%3%6%2%1%-%5%3%

262131144311468392271747NET: Satisfied
63%47%57%55%51%56%100%55%38%60%58%59%50%55%

61198211-1761165617NET: Dissatisfied
16%24%15%31%27%20%-%20%27%18%16%39%18%20%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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QOP3A. ALL PROVIDERS OTHER THAN RM. Thinking about contacting [QV4 provider] with a service query, request or complaint, and your experiences in the last six months, please rate [QV4 provider] on
Professionalism and handling of any query / complaint.)
Base: All of the respondents who have contacted [QV4 provider] with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthMonthother main provider

DecNovOctJunMayAprMarFebJanDissatisfiedSatisfiedTOTAL

*c*b*a*c*b*a*c*b*a*baSignificance Level: 95%
2111131326713977495Unweighted total
30148923666136385Weighted total

-**2--2*-325Very Dissatisfied
-%1%2%17%-%-%37%7%-%19%4%6%

32-3-*22--1012Fairly Dissatisfied
11%17%-%27%-%8%26%36%-%-%15%14%

Neither Satisfied Nor
7442-*21141319Dissatisfied

22%26%46%17%-%16%26%8%12%28%20%22%

1171*2-*2552229Fairly Satisfied
36%53%19%2%100%-%3%36%81%35%34%34%

10132-211-21518Very Satisfied
31%4%32%19%-%69%9%12%-%17%23%21%

Don't Know / (DO NOT
---2-*--*-22READ OUT)
-%-%-%17%-%8%-%-%7%-%3%3%

208422213573747NET: Satisfied
67%56%51%22%100%69%11%48%81%52%58%55%

32*4-*43-31217NET: Dissatisfied
11%18%2%44%-%8%63%44%-%19%19%20%

Columns Tested: a,b - a,b,c - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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QOP3A. ALL PROVIDERS OTHER THAN RM. Thinking about contacting [QV4 provider] with a service query, request or complaint, and your experiences in the last six months, please rate [QV4 provider] on
Professionalism and handling of any query / complaint.)
Base: All of the respondents who have contacted [QV4 provider] with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



QV4b OtherQV4b OtherQV4a OtherQV4a OtherTNT PostTNTPitneyDXFedExHermesParcelforceYodelUPSUK MailTNTDHL
(2nd)(1st)(3rd)(1st)UKExpressBowes

*p*o*n*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
51913251514112282041412Unweighted total
920*424*31415206181914Weighted total

---------2-*3-*-Very Dissatisfied
-%-%-%-%-%-%-%-%-%11%-%3%14%-%6%-%

12---2-*-12*2-*1Fairly Dissatisfied
14%9%-%-%-%52%-%6%-%8%12%7%11%-%3%5%

Neither Satisfied Nor
24-*-*-*2423-11*Dissatisfied

27%20%-%12%-%4%-%13%12%24%11%42%-%51%6%1%

16-----3242-4-34Fairly Satisfied
17%29%-%-%-%-%-%81%14%27%11%-%23%-%32%31%

42---*--632*****Very Satisfied
42%12%-%-%-%3%-%-%41%19%8%4%1%33%1%1%

Have not Contacted / Not
Applicable (DO NOT READ

-6*322*-521237*48OUT)
-%27%100%88%100%41%100%-%33%11%58%44%42%16%50%62%

Don't Know / (DO NOT
-*----------2-*-READ OUT)
-%2%-%-%-%-%-%-%-%-%-%-%9%-%2%-%

58---*-3874*4*34NET: Satisfied
59%41%-%-%-%3%-%81%55%46%19%4%24%33%34%32%

12---2-*-3214-11NET: Dissatisfied
14%9%-%-%-%52%-%6%-%19%12%10%25%-%8%5%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m,n,o,p

Ofcom; Business Postal Tracker
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QOP3A. SUMMARY. Thinking about contacting [QV4 provider] with a service query, request or complaint, and your experiences in the last six months, please rate [QV4 provider] on Professionalism and
handling of any query / complaint.)
Base: All of the respondents who have contacted [QV4 provider] with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
102--2113-11-112Unweighted total
131--1*25-*2-214Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-----------*Fairly Dissatisfied
-%81%-%-%-%-%-%-%-%-%-%-%-%3%

Neither Satisfied Nor
**---*-------*Dissatisfied
2%19%-%-%-%100%-%-%-%-%-%-%-%2%

2--------*--22Fairly Satisfied
14%-%-%-%-%-%-%-%-%100%-%-%100%13%

*------*-----*Very Satisfied
1%-%-%-%-%-%-%4%-%-%-%-%-%1%

Have not Contacted / Not
Applicable (DO NOT READ

11---1-25--2--11OUT)
83%-%-%-%100%-%100%96%-%-%100%-%-%80%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2------*-*--22NET: Satisfied
15%-%-%-%-%-%-%4%-%100%-%-%100%15%

-*-----------*NET: Dissatisfied
-%81%-%-%-%-%-%-%-%-%-%-%-%3%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A2  Thinking about contacting DHL with a service query, request or complaint, and your experiences in the last six months, please rate DHL on the following
aspects.)
Base: All of the respondents who have contacted DHL with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
84512272-4--6-12Unweighted total
861***135-4--5-14Weighted total

---------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*-----*--*----*Fairly Dissatisfied
6%-%-%-%-%-%4%-%-%11%-%-%-%-%3%

Neither Satisfied Nor
***--*------*-*Dissatisfied
1%3%37%-%-%100%-%-%-%-%-%-%7%-%2%

2-*-*-2-----2-2Fairly Satisfied
24%-%21%-%50%-%13%-%-%-%-%-%39%-%13%

*-**-----*----*Very Satisfied
2%-%22%100%-%-%-%-%-%4%-%-%-%-%1%

Have not Contacted / Not
Applicable (DO NOT READ

56*-*-115-4--3-11OUT)
66%97%21%-%50%-%83%100%-%85%-%-%54%-%80%

Don't Know / (DO NOT
---------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2-***-2--*--2-2NET: Satisfied
27%-%43%100%50%-%13%-%-%4%-%-%39%-%15%

*-----*--*----*NET: Dissatisfied
6%-%-%-%-%-%4%-%-%11%-%-%-%-%3%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A2  Thinking about contacting DHL with a service query, request or complaint, and your experiences in the last six months, please rate DHL on the following
aspects.)
Base: All of the respondents who have contacted DHL with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
-2132-4102-102341212Unweighted total
-**5*-8113-113*7*414Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--*----*--*---*-*Fairly Dissatisfied
-%-%100%-%-%-%-%4%-%-%4%-%-%-%100%-%3%

Neither Satisfied Nor
----*--*--*-**--*Dissatisfied
-%-%-%-%100%-%-%3%-%-%3%-%24%3%-%-%2%

-*----2*2-*2*---2Fairly Satisfied
-%49%-%-%-%-%22%2%58%-%2%58%38%-%-%-%13%

-*-----*--*-----*Very Satisfied
-%51%-%-%-%-%-%2%-%-%2%-%-%-%-%-%1%

Have not Contacted / Not
Applicable (DO NOT READ

---5--6101-101*7-411OUT)
-%-%-%100%-%-%78%89%42%-%89%42%38%97%-%100%80%

Don't Know / (DO NOT
-----------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*----2*2-*2*---2NET: Satisfied
-%100%-%-%-%-%22%3%58%-%3%58%38%-%-%-%15%

--*----*--*---*-*NET: Dissatisfied
-%-%100%-%-%-%-%4%-%-%4%-%-%-%100%-%3%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A2  Thinking about contacting DHL with a service query, request or complaint, and your experiences in the last six months, please rate DHL on the following
aspects.)
Base: All of the respondents who have contacted DHL with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
111-84662231412Unweighted total
*13-103863*5*514Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-*--*-*--*--*Fairly Dissatisfied
-%4%-%-%15%-%8%-%-%9%-%-%3%

Neither Satisfied Nor
**-*-*--*-*-*Dissatisfied

100%1%-%3%-%4%-%-%52%-%100%-%2%

-2-2*-2----22Fairly Satisfied
-%14%-%16%5%-%30%-%-%-%-%34%13%

-*--*-*-*---*Very Satisfied
-%1%-%-%6%-%3%-%48%-%-%-%1%

Have not Contacted / Not
Applicable (DO NOT READ

-11-82743-5-411OUT)
-%81%-%81%74%96%59%100%-%91%-%66%80%

Don't Know / (DO NOT
-------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-2-2*-2-*--22NET: Satisfied
-%15%-%16%11%-%33%-%48%-%-%34%15%

-*--*-*--*--*NET: Dissatisfied
-%4%-%-%15%-%8%-%-%9%-%-%3%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A2  Thinking about contacting DHL with a service query, request or complaint, and your experiences in the last six months, please rate DHL on the following
aspects.)
Base: All of the respondents who have contacted DHL with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
612101-118951211101142612Unweighted total
41411*-135961411101154414Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-**--*********--*Fairly Dissatisfied
-%3%4%-%-%4%9%5%8%3%4%5%4%9%-%-%3%

Neither Satisfied Nor
***--***-****--**Dissatisfied
7%2%2%-%-%2%6%3%-%2%3%3%3%-%-%7%2%

-22--22*-2222-2*2Fairly Satisfied
-%13%16%-%-%14%34%2%-%13%16%18%16%-%41%4%13%

****--*-******--*Very Satisfied
4%1%2%100%-%-%3%-%3%1%2%2%2%3%-%-%1%

Have not Contacted / Not
Applicable (DO NOT READ

4118--113851187852411OUT)
88%80%76%-%-%81%48%90%88%80%75%72%75%88%59%89%80%

Don't Know / (DO NOT
-----------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*22*-22**2222*2*2NET: Satisfied
4%15%18%100%-%14%38%2%3%15%18%20%18%3%41%4%15%

-**--*********--*NET: Dissatisfied
-%3%4%-%-%4%9%5%8%3%4%5%4%9%-%-%3%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A2  Thinking about contacting DHL with a service query, request or complaint, and your experiences in the last six months, please rate DHL on the following
aspects.)
Base: All of the respondents who have contacted DHL with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
-848118-121212121211--71012Unweighted total
-1035118-141414141413--71314Weighted total

------------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--***--******--*-*Fairly Dissatisfied
-%-%15%10%4%-%-%3%3%3%3%3%4%-%-%7%-%3%

Neither Satisfied Nor
-*****-******--***Dissatisfied
-%1%6%6%3%4%-%2%2%2%2%2%1%-%-%2%1%2%

-2-*22-222222---22Fairly Satisfied
-%18%-%4%16%22%-%13%13%13%13%13%14%-%-%-%14%13%

-*-**--******--***Very Satisfied
-%2%-%4%2%-%-%1%1%1%1%1%1%-%-%3%1%1%

Have not Contacted / Not
Applicable (DO NOT READ

-83486-111111111111--61111OUT)
-%80%79%77%75%74%-%80%80%80%80%80%81%-%-%89%84%80%

Don't Know / (DO NOT
------------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-2-*22-222222--*22NET: Satisfied
-%19%-%7%18%22%-%15%15%15%15%15%15%-%-%3%16%15%

--***--******--*-*NET: Dissatisfied
-%-%15%10%4%-%-%3%3%3%3%3%4%-%-%7%-%3%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A2  Thinking about contacting DHL with a service query, request or complaint, and your experiences in the last six months, please rate DHL on the following
aspects.)
Base: All of the respondents who have contacted DHL with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
756526111488-312Unweighted total
865855*13779-314Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-*---*-**--*Fairly Dissatisfied
-%8%-%6%-%-%-%4%-%7%6%-%-%3%

Neither Satisfied Nor
***--*-*-**-**Dissatisfied
1%4%2%-%-%2%-%2%-%4%1%-%7%2%

2**2-*-22-2--2Fairly Satisfied
20%3%3%21%-%3%-%14%28%-%21%-%-%13%

*-*--**--**--*Very Satisfied
2%-%3%-%-%3%100%-%-%3%2%-%-%1%

Have not Contacted / Not
Applicable (DO NOT READ

655655-11566-311OUT)
76%85%91%74%100%91%-%81%72%86%70%-%93%80%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2**2-**22*2--2NET: Satisfied
23%3%7%21%-%7%100%14%28%3%24%-%-%15%

-*-*---*-**--*NET: Dissatisfied
-%8%-%6%-%-%-%4%-%7%6%-%-%3%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A2  Thinking about contacting DHL with a service query, request or complaint, and your experiences in the last six months, please rate DHL on the following
aspects.)
Base: All of the respondents who have contacted DHL with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthMonthother main provider

DecNovOctJunAprMarFebJanDissatisfiedSatisfiedTOTAL

*c*b*a*b*a*c*b*a*b*aSignificance Level: 95%
111112321712Unweighted total
2221**232814Weighted total

-----------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

------*--**Fairly Dissatisfied
-%-%-%-%-%-%20%-%-%6%3%

Neither Satisfied Nor
----*--*--*Dissatisfied
-%-%-%-%100%-%-%4%-%-%2%

-----*2--22Fairly Satisfied
-%-%-%-%-%49%72%-%-%22%13%

-----*---**Very Satisfied
-%-%-%-%-%51%-%-%-%2%1%

Have not Contacted / Not
Applicable (DO NOT READ

2221--*22611OUT)
100%100%100%100%-%-%8%96%100%71%80%

Don't Know / (DO NOT
-----------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%

-----*2--22NET: Satisfied
-%-%-%-%-%100%72%-%-%24%15%

------*--**NET: Dissatisfied
-%-%-%-%-%-%20%-%-%6%3%

Columns Tested: a,b - a,b,c - a,b - a,b,c

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A2  Thinking about contacting DHL with a service query, request or complaint, and your experiences in the last six months, please rate DHL on the following
aspects.)
Base: All of the respondents who have contacted DHL with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
122--132112-1114Unweighted total

81--1133**-**9Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

3----*2-*---*3Fairly Satisfied
38%-%-%-%-%31%93%-%100%-%-%-%100%35%

*1-------*-*-1Very Satisfied
4%100%-%-%-%-%-%-%-%50%-%100%-%11%

Have not Contacted / Not
Applicable (DO NOT READ

4---1-*3-*---4OUT)
54%-%-%-%100%-%7%100%-%50%-%-%-%50%

Don't Know / (DO NOT
*----*-------*READ OUT)
5%-%-%-%-%69%-%-%-%-%-%-%-%4%

31---*2-**-**4NET: Satisfied
42%100%-%-%-%31%93%-%100%50%-%100%100%46%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A3  Thinking about contacting TNT with a service query, request or complaint, and your experiences in the last six months, please rate TNT on the following
aspects.)
Base: All of the respondents who have contacted TNT with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
59101364612--5-14Unweighted total
352*117313--1-9Weighted total

---------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
---------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

3*1-**23----*-3Fairly Satisfied
81%3%33%-%32%40%35%86%-%-%-%-%16%-%35%

***-****-*--1-1Very Satisfied
14%9%26%-%34%26%7%3%-%6%-%-%53%-%11%

Have not Contacted / Not
Applicable (DO NOT READ

*4***-4*13--*-4OUT)
5%80%20%100%34%-%58%6%100%94%-%-%14%-%50%

Don't Know / (DO NOT
-**--*-*----*-*READ OUT)
-%7%21%-%-%34%-%5%-%-%-%-%16%-%4%

311-*133-*--1-4NET: Satisfied
95%12%59%-%66%66%42%89%-%6%-%-%69%-%46%

---------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A3  Thinking about contacting TNT with a service query, request or complaint, and your experiences in the last six months, please rate TNT on the following
aspects.)
Base: All of the respondents who have contacted TNT with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
-211432104-104251114Unweighted total
-***21572-72*1*39Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-----------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---**-23*-3*-*--3Fairly Satisfied
-%-%-%100%13%-%47%41%13%-%41%13%-%15%-%-%35%

-**-**-1*-1**1*-1Very Satisfied
-%50%100%-%6%57%-%11%10%-%11%10%50%52%100%-%11%

Have not Contacted / Not
Applicable (DO NOT READ

-*--1*331-31*--34OUT)
-%50%-%-%69%22%53%45%68%-%45%68%50%-%-%100%50%

Don't Know / (DO NOT
----**-**-**-*--*READ OUT)
-%-%-%-%12%20%-%3%10%-%3%10%-%33%-%-%4%

-*****24*-4**1*-4NET: Satisfied
-%50%100%100%19%57%47%52%22%-%52%22%50%67%100%-%46%

-----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A3  Thinking about contacting TNT with a service query, request or complaint, and your experiences in the last six months, please rate TNT on the following
aspects.)
Base: All of the respondents who have contacted TNT with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
311-9577-124714Unweighted total
18-7262-*1359Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

*3-3*3*---3*3Fairly Satisfied
23%36%-%42%11%44%10%-%-%-%88%9%35%

**-1***--1**1Very Satisfied
54%6%-%11%9%7%20%-%-%100%6%3%11%

Have not Contacted / Not
Applicable (DO NOT READ

-4-3131---*44OUT)
-%56%-%44%71%46%62%-%-%-%6%84%50%

Don't Know / (DO NOT
**-****-*--**READ OUT)

23%2%-%3%9%3%8%-%100%-%-%3%4%

13-4*31--1314NET: Satisfied
77%42%-%53%20%51%30%-%-%100%94%12%46%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A3  Thinking about contacting TNT with a service query, request or complaint, and your experiences in the last six months, please rate TNT on the following
aspects.)
Base: All of the respondents who have contacted TNT with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
613102-1210751012101225714Unweighted total
1651-75124636*449Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-----------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*33--33**33*3*3*3Fairly Satisfied
15%51%52%-%-%42%52%11%12%65%49%6%49%56%63%5%35%

111--1*1*1111***1Very Satisfied
70%16%12%-%-%13%9%63%24%22%16%31%16%44%7%12%11%

Have not Contacted / Not
Applicable (DO NOT READ

-221-32*1*222-134OUT)
-%27%29%100%-%40%32%12%64%8%28%52%28%-%30%75%50%

Don't Know / (DO NOT
***--***-****--**READ OUT)

15%6%7%-%-%5%7%14%-%5%7%12%7%-%-%9%4%

143--43114414*314NET: Satisfied
85%67%64%-%-%55%61%74%36%87%66%36%66%100%70%16%46%

-----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A3  Thinking about contacting TNT with a service query, request or complaint, and your experiences in the last six months, please rate TNT on the following
aspects.)
Base: All of the respondents who have contacted TNT with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
2667149-14121413148-27914Unweighted total
*26296-989897-*439Weighted total

------------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
------------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*3*3*-333333--3*3Fairly Satisfied
-%20%42%13%35%8%-%35%34%35%33%35%39%-%-%59%15%35%

**1111-11111*-***1Very Satisfied
39%8%11%50%11%12%-%11%11%11%11%11%2%-%100%10%18%11%

Have not Contacted / Not
Applicable (DO NOT READ

-23*44-444444--124OUT)
-%73%44%24%50%77%-%50%52%50%51%50%60%-%-%31%61%50%

Don't Know / (DO NOT
*-****-*****----**READ OUT)

61%-%3%13%4%4%-%4%2%4%4%4%-%-%-%-%7%4%

*13141-444443-*314NET: Satisfied
39%27%53%63%46%19%-%46%46%46%45%46%40%-%100%69%33%46%

------------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A3  Thinking about contacting TNT with a service query, request or complaint, and your experiences in the last six months, please rate TNT on the following
aspects.)
Base: All of the respondents who have contacted TNT with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
6874-9-1421253614Unweighted total
5453-7-9*81179Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*3*3-3-3*31-23Fairly Satisfied
4%77%4%90%-%36%-%35%53%34%63%-%35%35%

****-*-1-1-1*1Very Satisfied
10%13%4%10%-%6%-%11%-%11%-%78%4%11%

Have not Contacted / Not
Applicable (DO NOT READ

4*4--4-4*4**44OUT)
83%5%89%-%-%58%-%50%47%50%19%22%58%50%

Don't Know / (DO NOT
***----*-**-**READ OUT)
3%6%4%-%-%-%-%4%-%5%18%-%3%4%

13*3-3-4*41134NET: Satisfied
14%90%7%100%-%42%-%46%53%45%63%78%39%46%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A3  Thinking about contacting TNT with a service query, request or complaint, and your experiences in the last six months, please rate TNT on the following
aspects.)
Base: All of the respondents who have contacted TNT with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthother main provider

JunMayAprMarFebJanDissatisfiedSatisfiedTOTAL

*c*b*a*c*b*a*b*aSignificance Level: 95%
221243-1214Unweighted total
*4**13-89Weighted total

---------Very Dissatisfied
-%-%-%-%-%-%-%-%-%

---------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
---------Dissatisfied
-%-%-%-%-%-%-%-%-%

*----3-33Fairly Satisfied
100%-%-%-%-%94%-%37%35%

----1--11Very Satisfied
-%-%-%-%100%-%-%9%11%

Have not Contacted / Not
Applicable (DO NOT READ

-4-*---44OUT)
-%100%-%100%-%-%-%52%50%

Don't Know / (DO NOT
--*--*-**READ OUT)
-%-%100%-%-%6%-%2%4%

*---13-44NET: Satisfied
100%-%-%-%100%94%-%46%46%

---------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A3  Thinking about contacting TNT with a service query, request or complaint, and your experiences in the last six months, please rate TNT on the following
aspects.)
Base: All of the respondents who have contacted TNT with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
31--1-11-----4Unweighted total
1*--*-**-----1Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1-----**-----1Fairly Satisfied
76%-%-%-%-%-%100%100%-%-%-%-%-%51%

-*-----------*Very Satisfied
-%100%-%-%-%-%-%-%-%-%-%-%-%33%

Have not Contacted / Not
Applicable (DO NOT READ

*---*--------*OUT)
24%-%-%-%100%-%-%-%-%-%-%-%-%16%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1*----**-----1NET: Satisfied
76%100%-%-%-%-%100%100%-%-%-%-%-%84%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A4  Thinking about contacting UK Mail with a service query, request or complaint, and your experiences in the last six months, please rate UK Mail on the
following aspects.)
Base: All of the respondents who have contacted UK Mail with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
3131-21--1--3-4Unweighted total
1*1*-1*--*--1-1Weighted total

---------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
---------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1-1--1---*--*-1Fairly Satisfied
60%-%76%-%-%100%-%-%-%100%-%-%34%-%51%

*-----*-----*-*Very Satisfied
40%-%-%-%-%-%100%-%-%-%-%-%45%-%33%

Have not Contacted / Not
Applicable (DO NOT READ

-***--------*-*OUT)
-%100%24%100%-%-%-%-%-%-%-%-%21%-%16%

Don't Know / (DO NOT
---------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1-1--1*--*--1-1NET: Satisfied
100%-%76%-%-%100%100%-%-%100%-%-%79%-%84%

---------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A4  Thinking about contacting UK Mail with a service query, request or complaint, and your experiences in the last six months, please rate UK Mail on the
following aspects.)
Base: All of the respondents who have contacted UK Mail with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
--1--1131-3112--4Unweighted total
--*--**1*-1**1--1Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-----------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------***-**-*--1Fairly Satisfied
-%-%-%-%-%-%100%34%100%-%34%100%-%43%-%-%51%

-----*-*--*--*--*Very Satisfied
-%-%-%-%-%100%-%45%-%-%45%-%-%57%-%-%33%

Have not Contacted / Not
Applicable (DO NOT READ

--*----*--*-*---*OUT)
-%-%100%-%-%-%-%21%-%-%21%-%100%-%-%-%16%

Don't Know / (DO NOT
-----------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----**1*-1*-1--1NET: Satisfied
-%-%-%-%-%100%100%79%100%-%79%100%-%100%-%-%84%

-----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A4  Thinking about contacting UK Mail with a service query, request or complaint, and your experiences in the last six months, please rate UK Mail on the
following aspects.)
Base: All of the respondents who have contacted UK Mail with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
13-3131111-14Unweighted total
*1-1*1****-*1Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-1-1-1-*---*1Fairly Satisfied
-%76%-%60%-%60%-%100%-%-%-%100%51%

*--*-*---*--*Very Satisfied
100%-%-%40%-%40%-%-%-%100%-%-%33%

Have not Contacted / Not
Applicable (DO NOT READ

-*--*-*-*---*OUT)
-%24%-%-%100%-%100%-%100%-%-%-%16%

Don't Know / (DO NOT
-------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

*1-1-1-*-*-*1NET: Satisfied
100%76%-%100%-%100%-%100%-%100%-%100%84%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A4  Thinking about contacting UK Mail with a service query, request or complaint, and your experiences in the last six months, please rate UK Mail on the
following aspects.)
Base: All of the respondents who have contacted UK Mail with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
223--423142221124Unweighted total
111--111*1111**11Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-----------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--*--1*1-1---*-*1Fairly Satisfied
-%-%34%-%-%51%62%60%-%51%-%-%-%100%-%43%51%

***--*-*-****--**Very Satisfied
68%68%45%-%-%33%-%40%-%33%68%68%68%-%-%57%33%

Have not Contacted / Not
Applicable (DO NOT READ

***--**-*****-*-*OUT)
32%32%21%-%-%16%38%-%100%16%32%32%32%-%100%-%16%

Don't Know / (DO NOT
-----------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

**1--1*1-1****-11NET: Satisfied
68%68%79%-%-%84%62%100%-%84%68%68%68%100%-%100%84%

-----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A4  Thinking about contacting UK Mail with a service query, request or complaint, and your experiences in the last six months, please rate UK Mail on the
following aspects.)
Base: All of the respondents who have contacted UK Mail with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
-22444-444442-1114Unweighted total
-11111-111111-***1Weighted total

------------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
------------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-**111-111111----1Fairly Satisfied
-%62%43%51%51%51%-%51%51%51%51%51%100%-%-%-%-%51%

--****-*****-----*Very Satisfied
-%-%57%33%33%33%-%33%33%33%33%33%-%-%-%-%-%33%

Have not Contacted / Not
Applicable (DO NOT READ

-*-***-*****--****OUT)
-%38%-%16%16%16%-%16%16%16%16%16%-%-%100%100%100%16%

Don't Know / (DO NOT
------------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*1111-111111----1NET: Satisfied
-%62%100%84%84%84%-%84%84%84%84%84%100%-%-%-%-%84%

------------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A4  Thinking about contacting UK Mail with a service query, request or complaint, and your experiences in the last six months, please rate UK Mail on the
following aspects.)
Base: All of the respondents who have contacted UK Mail with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
223--3-4132114Unweighted total
111--1-1*11**1Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

**1--1-1-1*-*1Fairly Satisfied
43%62%76%-%-%76%-%51%-%60%62%-%100%51%

*------*-*-*-*Very Satisfied
57%-%-%-%-%-%-%33%-%40%-%100%-%33%

Have not Contacted / Not
Applicable (DO NOT READ

-**--*-**-*--*OUT)
-%38%24%-%-%24%-%16%100%-%38%-%-%16%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1*1--1-1-1***1NET: Satisfied
100%62%76%-%-%76%-%84%-%100%62%100%100%84%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A4  Thinking about contacting UK Mail with a service query, request or complaint, and your experiences in the last six months, please rate UK Mail on the
following aspects.)
Base: All of the respondents who have contacted UK Mail with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthMonthother main provider

DecOctJunFebDissatisfiedSatisfiedTOTAL

*b*a*a*a*b*aSignificance Level: 95%
1111-34Unweighted total
****-11Weighted total

-------Very Dissatisfied
-%-%-%-%-%-%-%

-------Fairly Dissatisfied
-%-%-%-%-%-%-%

Neither Satisfied Nor
-------Dissatisfied
-%-%-%-%-%-%-%

**---*1Fairly Satisfied
100%100%-%-%-%34%51%

---*-**Very Satisfied
-%-%-%100%-%45%33%

Have not Contacted / Not
Applicable (DO NOT READ

--*--**OUT)
-%-%100%-%-%21%16%

Don't Know / (DO NOT
-------READ OUT)
-%-%-%-%-%-%-%

**-*-11NET: Satisfied
100%100%-%100%-%79%84%

-------NET: Dissatisfied
-%-%-%-%-%-%-%

Columns Tested: a,b - a,b

Ofcom; Business Postal Tracker
Table 131  (continuation)                                                                                                                                                                      Page 1240

The staff being polite and courteous (QOP3A4  Thinking about contacting UK Mail with a service query, request or complaint, and your experiences in the last six months, please rate UK Mail on the
following aspects.)
Base: All of the respondents who have contacted UK Mail with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
12242311312--120Unweighted total
151112225*2--218Weighted total

2------2-----2Very Dissatisfied
16%-%-%-%-%-%-%49%-%-%-%-%-%13%

2-*--2-------2Fairly Dissatisfied
11%-%9%-%-%100%-%-%-%-%-%-%-%10%

Neither Satisfied Nor
*-*-*--------*Dissatisfied
1%-%9%-%14%-%-%-%-%-%-%-%-%2%

4------2-1---4Fairly Satisfied
24%-%-%-%-%-%-%48%-%50%-%-%-%20%

**-----*-----1Very Satisfied
1%52%-%-%-%-%-%4%-%-%-%-%-%4%

Have not Contacted / Not
Applicable (DO NOT READ

6**1*-2-*1--27OUT)
38%48%41%100%11%-%100%-%100%50%-%-%100%42%

Don't Know / (DO NOT
1-*-1--------2READ OUT)
8%-%41%-%75%-%-%-%-%-%-%-%-%9%

4*-----3-1---4NET: Satisfied
25%52%-%-%-%-%-%51%-%50%-%-%-%24%

4-*--2-2-----4NET: Dissatisfied
27%-%9%-%-%100%-%49%-%-%-%-%-%23%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A5  Thinking about contacting UPS with a service query, request or complaint, and your experiences in the last six months, please rate UPS on the following
aspects.)
Base: All of the respondents who have contacted UPS with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
1286312143-10--7-20Unweighted total

9911**173-7--7-18Weighted total

-2----2-----2-2Very Dissatisfied
-%26%-%-%-%-%14%-%-%-%-%-%32%-%13%

2-*--*2-----2-2Fairly Dissatisfied
20%-%10%-%-%50%10%-%-%-%-%-%24%-%10%

Neither Satisfied Nor
****-*---*--*-*Dissatisfied
1%2%32%35%-%50%-%-%-%1%-%-%3%-%2%

21----42-1----4Fairly Satisfied
27%14%-%-%-%-%21%77%-%17%-%-%-%-%20%

1-**--*--*--*-1Very Satisfied
7%-%18%29%-%-%3%-%-%2%-%-%6%-%4%

Have not Contacted / Not
Applicable (DO NOT READ

25***-71-4--3-7OUT)
26%57%40%37%100%-%42%23%-%57%-%-%34%-%42%

Don't Know / (DO NOT
2-----2--2----2READ OUT)

19%-%-%-%-%-%10%-%-%23%-%-%-%-%9%

31**--42-1--*-4NET: Satisfied
34%14%18%29%-%-%24%77%-%19%-%-%6%-%24%

22*--*4-----4-4NET: Dissatisfied
20%26%10%-%-%50%24%-%-%-%-%-%56%-%23%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A5  Thinking about contacting UPS with a service query, request or complaint, and your experiences in the last six months, please rate UPS on the following
aspects.)
Base: All of the respondents who have contacted UPS with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
-323165173-173342720Unweighted total
-1*2248153-1531311018Weighted total

----2--2--2----22Very Dissatisfied
-%-%-%-%100%-%-%16%-%-%16%-%-%-%-%25%13%

-----2-*2-*2-*--2Fairly Dissatisfied
-%-%-%-%-%40%-%1%65%-%1%65%-%3%-%-%10%

Neither Satisfied Nor
--*----*--*-*---*Dissatisfied
-%-%100%-%-%-%-%2%-%-%2%-%65%-%-%-%2%

-----124--4--2--4Fairly Satisfied
-%-%-%-%-%28%29%23%-%-%23%-%-%74%-%-%20%

-*---*-1--1--*--1Very Satisfied
-%21%-%-%-%11%-%4%-%-%4%-%-%15%-%-%4%

Have not Contacted / Not
Applicable (DO NOT READ

-1-*-1671-71***67OUT)
-%79%-%9%-%21%71%43%35%-%43%35%35%7%48%63%42%

Don't Know / (DO NOT
---2---2--2---*12READ OUT)
-%-%-%91%-%-%-%11%-%-%11%-%-%-%52%12%9%

-*---224--4--3--4NET: Satisfied
-%21%-%-%-%39%29%28%-%-%28%-%-%89%-%-%24%

----22-32-32-*-24NET: Dissatisfied
-%-%-%-%100%40%-%16%65%-%16%65%-%3%-%25%23%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A5  Thinking about contacting UPS with a service query, request or complaint, and your experiences in the last six months, please rate UPS on the following
aspects.)
Base: All of the respondents who have contacted UPS with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
119-14610104373320Unweighted total
*17-1531352282318Weighted total

-2-2-2---2--2Very Dissatisfied
-%14%-%16%-%19%-%-%-%28%-%-%13%

-2-2-2---2--2Fairly Dissatisfied
-%10%-%12%-%14%-%-%-%21%-%-%10%

Neither Satisfied Nor
-*-**-***---*Dissatisfied
-%2%-%1%8%-%7%4%14%-%-%-%2%

-4-4-21---124Fairly Satisfied
-%21%-%24%-%18%25%-%-%-%58%72%20%

**-****-**--1Very Satisfied
100%1%-%3%7%4%4%-%11%6%-%-%4%

Have not Contacted / Not
Applicable (DO NOT READ

-7-61622131*7OUT)
-%43%-%42%42%46%32%96%75%31%42%13%42%

Don't Know / (DO NOT
-2-*1-2--1-*2READ OUT)
-%10%-%3%43%-%33%-%-%14%-%14%9%

*4-4*31-**124NET: Satisfied
100%22%-%27%7%22%28%-%11%6%58%72%24%

-4-4-4---4--4NET: Dissatisfied
-%24%-%28%-%32%-%-%-%49%-%-%23%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A5  Thinking about contacting UPS with a service query, request or complaint, and your experiences in the last six months, please rate UPS on the following
aspects.)
Base: All of the respondents who have contacted UPS with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
1018151-191317820171317102820Unweighted total

51612*-1811172181391383718Weighted total

-2---222-2222-2-2Very Dissatisfied
-%15%-%-%-%14%21%14%-%13%18%27%18%-%92%-%13%

*22--222-22*2--22Fairly Dissatisfied
2%11%13%-%-%10%15%10%-%10%13%1%13%-%-%26%10%

Neither Satisfied Nor
***--**********-*Dissatisfied
7%2%3%-%-%2%3%1%14%2%2%4%2%1%8%-%2%

-42--444-41-1--44Fairly Satisfied
-%23%19%-%-%20%32%21%-%20%9%-%9%-%-%52%20%

111*-****1111*-*1Very Satisfied
14%4%5%100%-%3%2%3%8%4%5%7%5%2%-%7%4%

Have not Contacted / Not
Applicable (DO NOT READ

257--737175457-17OUT)
50%34%56%-%-%42%27%41%57%42%40%47%40%82%-%9%42%

Don't Know / (DO NOT
12*--2-2*22121-*2READ OUT)

26%11%4%-%-%9%-%10%21%9%12%14%12%14%-%7%9%

143*-444*4212*-44NET: Satisfied
14%27%24%100%-%23%34%24%8%24%14%7%14%2%-%59%24%

*42--444-4434-224NET: Dissatisfied
2%26%13%-%-%23%36%24%-%23%31%28%31%-%92%26%23%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A5  Thinking about contacting UPS with a service query, request or complaint, and your experiences in the last six months, please rate UPS on the following
aspects.)
Base: All of the respondents who have contacted UPS with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
1136101915-202020192014-3141320Unweighted total
*12671611-181818161815-2111218Weighted total

-2--2--222222--2-2Very Dissatisfied
-%20%-%-%15%-%-%13%13%13%15%13%16%-%-%22%-%13%

-2-*22-222222-**22Fairly Dissatisfied
-%14%-%2%11%15%-%10%10%10%11%10%11%-%7%1%14%10%

Neither Satisfied Nor
**-***-*****--****Dissatisfied

100%2%-%3%2%3%-%2%2%2%2%2%-%-%14%3%2%2%

-12241-444444--144Fairly Satisfied
-%10%42%36%23%11%-%20%20%20%22%20%23%-%-%11%31%20%

-**11*-11111*--**1Very Satisfied
-%2%8%10%4%4%-%4%4%4%4%4%1%-%-%2%2%4%

Have not Contacted / Not
Applicable (DO NOT READ

-53256-777676-1557OUT)
-%39%49%31%33%52%-%42%42%42%36%42%38%-%79%45%47%42%

Don't Know / (DO NOT
-2-122-222222--2*2READ OUT)
-%14%-%18%11%15%-%9%9%9%10%9%11%-%-%15%4%9%

-13342-444444--144NET: Satisfied
-%12%51%45%27%15%-%24%24%24%26%24%25%-%-%13%33%24%

-4-*42-444444-*324NET: Dissatisfied
-%34%-%2%27%15%-%23%23%23%26%23%26%-%7%23%14%23%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A5  Thinking about contacting UPS with a service query, request or complaint, and your experiences in the last six months, please rate UPS on the following
aspects.)
Base: All of the respondents who have contacted UPS with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
12812721411961495620Unweighted total

9998412*1881075618Weighted total

-2-2-2-22--2-2Very Dissatisfied
-%27%-%30%-%21%-%14%29%-%-%46%-%13%

*22-2*-2-22--2Fairly Dissatisfied
1%19%19%-%41%1%-%10%-%18%25%-%-%10%

Neither Satisfied Nor
-***-*-****-**Dissatisfied
-%4%2%1%-%2%-%2%3%1%3%-%2%2%

1221-4-4-41-24Fairly Satisfied
14%27%25%15%-%31%-%20%-%38%17%-%43%20%

1-*--***-1**-1Very Satisfied
7%-%2%-%-%2%100%3%-%7%3%9%-%4%

Have not Contacted / Not
Applicable (DO NOT READ

624323-7433227OUT)
64%19%47%38%59%29%-%42%54%31%46%45%33%42%

Don't Know / (DO NOT
1**1-2-21**-12READ OUT)

13%5%5%15%-%14%-%9%15%5%7%-%22%9%

2231-4*4-41*24NET: Satisfied
21%27%27%15%-%33%100%23%-%44%20%9%43%24%

*42223-42222-4NET: Dissatisfied
1%46%19%30%41%22%-%23%29%18%25%46%-%23%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A5  Thinking about contacting UPS with a service query, request or complaint, and your experiences in the last six months, please rate UPS on the following
aspects.)
Base: All of the respondents who have contacted UPS with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthMonthother main provider

DecNovJunMarFebJanDissatisfiedSatisfiedTOTAL

*b*a*a*c*b*a*b*aSignificance Level: 95%
43435121520Unweighted total
44243*51218Weighted total

---2--2-2Very Dissatisfied
-%-%-%57%-%-%50%-%13%

-*-2---22Fairly Dissatisfied
-%3%-%39%-%-%-%14%10%

Neither Satisfied Nor
*-*----**Dissatisfied
3%-%10%-%-%-%-%2%2%

21----214Fairly Satisfied
60%33%-%-%-%-%50%10%20%

---**--11Very Satisfied
-%-%-%4%15%-%-%5%4%

Have not Contacted / Not
Applicable (DO NOT READ

121-3--77OUT)
37%64%38%-%85%-%-%55%42%

Don't Know / (DO NOT
--1--*-22READ OUT)
-%-%53%-%-%100%-%14%9%

21-**-224NET: Satisfied
60%33%-%4%15%-%50%15%24%

-*-4--224NET: Dissatisfied
-%3%-%96%-%-%50%14%23%

Columns Tested: a,b - a,b,c - a,b

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A5  Thinking about contacting UPS with a service query, request or complaint, and your experiences in the last six months, please rate UPS on the following
aspects.)
Base: All of the respondents who have contacted UPS with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
51-211-1-1--18Unweighted total
5*-11*-2-*--16Weighted total

1---1*-------1Very Dissatisfied
26%-%-%-%100%100%-%-%-%-%-%-%-%22%

1-----------11Fairly Dissatisfied
27%-%-%-%-%-%-%-%-%-%-%-%100%23%

Neither Satisfied Nor
--------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

**-*-----*---1Very Satisfied
3%100%-%50%-%-%-%-%-%100%-%-%-%11%

Have not Contacted / Not
Applicable (DO NOT READ

2--*---2-----3OUT)
43%-%-%50%-%-%-%100%-%-%-%-%-%44%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

**-*-----*---1NET: Satisfied
3%100%-%50%-%-%-%-%-%100%-%-%-%11%

3---1*------13NET: Dissatisfied
53%-%-%-%100%100%-%-%-%-%-%-%100%45%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A6  Thinking about contacting Yodel with a service query, request or complaint, and your experiences in the last six months, please rate Yodel on the
following aspects.)
Base: All of the respondents who have contacted Yodel with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
533--353-4--1-8Unweighted total
52*--*64-2--*-6Weighted total

-1*--*1--1----1Very Dissatisfied
-%94%41%-%-%41%21%-%-%73%-%-%-%-%22%

1-----11------1Fairly Dissatisfied
30%-%-%-%-%-%25%35%-%-%-%-%-%-%23%

Neither Satisfied Nor
---------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1**--**--1--*-1Very Satisfied
12%6%59%-%-%59%7%-%-%27%-%-%100%-%11%

Have not Contacted / Not
Applicable (DO NOT READ

3-----33------3OUT)
57%-%-%-%-%-%47%65%-%-%-%-%-%-%44%

Don't Know / (DO NOT
---------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1**--**--1--*-1NET: Satisfied
12%6%59%-%-%59%7%-%-%27%-%-%100%-%11%

11*--*31-1----3NET: Dissatisfied
30%94%41%-%-%41%46%35%-%73%-%-%-%-%45%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A6  Thinking about contacting Yodel with a service query, request or complaint, and your experiences in the last six months, please rate Yodel on the
following aspects.)
Base: All of the respondents who have contacted Yodel with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
--12-1353-53--258Unweighted total
--**-2233-33--166Weighted total

---*--11*-1*--*11Very Dissatisfied
-%-%-%52%-%-%59%36%6%-%36%6%-%-%30%22%22%

-------1--1----11Fairly Dissatisfied
-%-%-%-%-%-%-%43%-%-%43%-%-%-%-%26%23%

Neither Satisfied Nor
-----------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--**--*1--1---**1Very Satisfied
-%-%100%48%-%-%21%21%-%-%21%-%-%-%70%3%11%

Have not Contacted / Not
Applicable (DO NOT READ

-----2*-3--3---33OUT)
-%-%-%-%-%100%21%-%94%-%-%94%-%-%-%49%44%

Don't Know / (DO NOT
-----------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--**--*1--1---**1NET: Satisfied
-%-%100%48%-%-%21%21%-%-%21%-%-%-%70%3%11%

---*--13*-3*--*33NET: Dissatisfied
-%-%-%52%-%-%59%79%6%-%79%6%-%-%30%48%45%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A6  Thinking about contacting Yodel with a service query, request or complaint, and your experiences in the last six months, please rate Yodel on the
following aspects.)
Base: All of the respondents who have contacted Yodel with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
-8-624411-248Unweighted total
-6-5134**-246Weighted total

-1--1-1---1*1Very Dissatisfied
-%22%-%-%100%-%37%-%-%-%74%4%22%

-1-1-1-----11Fairly Dissatisfied
-%23%-%30%-%59%-%-%-%-%-%33%23%

Neither Satisfied Nor
-------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-1-1-1***-*-1Very Satisfied
-%11%-%14%-%24%2%100%100%-%26%-%11%

Have not Contacted / Not
Applicable (DO NOT READ

-3-3-*2----33OUT)
-%44%-%56%-%17%61%-%-%-%-%63%44%

Don't Know / (DO NOT
-------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-1-1-1***-*-1NET: Satisfied
-%11%-%14%-%24%2%100%100%-%26%-%11%

-3-1111---123NET: Dissatisfied
-%45%-%30%100%59%37%-%-%-%74%37%45%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A6  Thinking about contacting Yodel with a service query, request or complaint, and your experiences in the last six months, please rate Yodel on the
following aspects.)
Base: All of the respondents who have contacted Yodel with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
2662-645477653148Unweighted total
1463-443366443*36Weighted total

111*-111*11111-*1Very Dissatisfied
93%32%20%7%-%32%36%36%7%20%24%40%32%44%-%6%22%

--1--1-1-111-1--1Fairly Dissatisfied
-%-%24%-%-%38%-%43%-%24%25%41%-%53%-%-%23%

Neither Satisfied Nor
-----------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

**1--1*1*1******1Very Satisfied
7%6%10%-%-%18%4%21%10%11%5%8%4%3%100%13%11%

Have not Contacted / Not
Applicable (DO NOT READ

-332-*2-233*3--33OUT)
-%62%46%93%-%11%60%-%84%45%47%12%64%-%-%82%44%

Don't Know / (DO NOT
-----------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

**1--1*1*1******1NET: Satisfied
7%6%10%-%-%18%4%21%10%11%5%8%4%3%100%13%11%

113*-313*33313-*3NET: Dissatisfied
93%32%44%7%-%70%36%79%7%44%49%80%32%97%-%6%45%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A6  Thinking about contacting Yodel with a service query, request or complaint, and your experiences in the last six months, please rate Yodel on the
following aspects.)
Base: All of the respondents who have contacted Yodel with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
-62-86-878786-1468Unweighted total
-42-64-646466-*346Weighted total

-1--11-111111--*11Very Dissatisfied
-%36%-%-%22%37%-%22%35%22%35%22%24%-%-%6%32%22%

-1--11-111111----1Fairly Dissatisfied
-%37%-%-%23%38%-%23%36%23%36%23%25%-%-%-%-%23%

Neither Satisfied Nor
------------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-1*-11-11111*-***1Very Satisfied
-%15%4%-%11%14%-%11%17%11%17%11%3%-%100%3%6%11%

Have not Contacted / Not
Applicable (DO NOT READ

-*2-3*-3*3*33--333OUT)
-%11%96%-%44%11%-%44%11%44%11%44%48%-%-%91%62%44%

Don't Know / (DO NOT
------------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-1*-11-11111*-***1NET: Satisfied
-%15%4%-%11%14%-%11%17%11%17%11%3%-%100%3%6%11%

-3--33-333333--*13NET: Dissatisfied
-%74%-%-%45%75%-%45%72%45%72%45%49%-%-%6%32%45%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A6  Thinking about contacting Yodel with a service query, request or complaint, and your experiences in the last six months, please rate Yodel on the
following aspects.)
Base: All of the respondents who have contacted Yodel with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
357116-8354138Unweighted total
424223-6514*26Weighted total

1*1--*-11*1*-1Very Dissatisfied
31%8%35%-%-%7%-%22%24%14%29%100%-%22%

-11--1-11---11Fairly Dissatisfied
-%62%36%-%-%53%-%23%29%-%-%-%74%23%

Neither Satisfied Nor
--------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-11--1-1-1*-11Very Satisfied
-%30%17%-%-%25%-%11%-%53%4%-%26%11%

Have not Contacted / Not
Applicable (DO NOT READ

3-*22*-32*3--3OUT)
69%-%11%100%100%15%-%44%47%33%66%-%-%44%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-11--1-1-1*-11NET: Satisfied
-%30%17%-%-%25%-%11%-%53%4%-%26%11%

123--2-33*1*13NET: Dissatisfied
31%70%72%-%-%59%-%45%53%14%29%100%74%45%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A6  Thinking about contacting Yodel with a service query, request or complaint, and your experiences in the last six months, please rate Yodel on the
following aspects.)
Base: All of the respondents who have contacted Yodel with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthMonthother main provider

DecOctJunAprFebDissatisfiedSatisfiedTOTAL

*b*a*b*a*a*b*aSignificance Level: 95%
13121258Unweighted total
23*1*246Weighted total

-1---*11Very Dissatisfied
-%49%-%-%-%11%29%22%

-1---1-1Fairly Dissatisfied
-%51%-%-%-%89%-%23%

Neither Satisfied Nor
--------Dissatisfied
-%-%-%-%-%-%-%-%

--------Fairly Satisfied
-%-%-%-%-%-%-%-%

--***-*1Very Satisfied
-%-%100%18%100%-%6%11%

Have not Contacted / Not
Applicable (DO NOT READ

2--*--33OUT)
100%-%-%82%-%-%65%44%

Don't Know / (DO NOT
--------READ OUT)
-%-%-%-%-%-%-%-%

--***-*1NET: Satisfied
-%-%100%18%100%-%6%11%

-3---213NET: Dissatisfied
-%100%-%-%-%100%29%45%

Columns Tested: a,b - a,b - a,b

Ofcom; Business Postal Tracker
Table 133  (continuation)                                                                                                                                                                      Page 1256

The staff being polite and courteous (QOP3A6  Thinking about contacting Yodel with a service query, request or complaint, and your experiences in the last six months, please rate Yodel on the
following aspects.)
Base: All of the respondents who have contacted Yodel with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
1033612-2-22-122Unweighted total
1511313-5-13-120Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--*----------*Fairly Dissatisfied
-%-%35%-%-%-%-%-%-%-%-%-%-%2%

Neither Satisfied Nor
2------2-----2Dissatisfied

16%-%-%-%-%-%-%50%-%-%-%-%-%12%

3-**11-------4Fairly Satisfied
18%-%32%18%100%47%-%-%-%-%-%-%-%18%

1**1-----**--2Very Satisfied
4%10%32%33%-%-%-%-%-%16%12%-%-%10%

Have not Contacted / Not
Applicable (DO NOT READ

91-1-2-2-13-112OUT)
63%90%-%49%-%53%-%50%-%84%88%-%100%58%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

3*1111---**--6NET: Satisfied
22%10%65%51%100%47%-%-%-%16%12%-%-%28%

--*----------*NET: Dissatisfied
-%-%35%-%-%-%-%-%-%-%-%-%-%2%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
Table 134                                                                                                                                                                                      Page 1257

The staff being polite and courteous (QOP3A7  Thinking about contacting Parcelforce with a service query, request or complaint, and your experiences in the last six months, please rate Parcelforce on
the following aspects.)
Base: All of the respondents who have contacted Parcelforce with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
11113--3196-121-2122Unweighted total

8121--1197-11*-1*20Weighted total

---------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*-----*------**Fairly Dissatisfied
6%-%-%-%-%-%2%-%-%-%-%-%-%100%2%

Neither Satisfied Nor
-2----2--2----2Dissatisfied
-%19%-%-%-%-%12%-%-%21%-%-%-%-%12%

-4----42-1--*-4Fairly Satisfied
-%29%-%-%-%-%19%27%-%11%-%-%57%-%18%

111--11*-1*-*-2Very Satisfied
17%6%100%-%-%100%7%6%-%7%100%-%43%-%10%

Have not Contacted / Not
Applicable (DO NOT READ

66----125-7----12OUT)
77%46%-%-%-%-%60%67%-%61%-%-%-%-%58%

Don't Know / (DO NOT
---------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

141--152-2*-1-6NET: Satisfied
17%35%100%-%-%100%25%33%-%18%100%-%100%-%28%

*-----*------**NET: Dissatisfied
6%-%-%-%-%-%2%-%-%-%-%-%-%100%2%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
Table 134  (continuation)                                                                                                                                                                      Page 1258

The staff being polite and courteous (QOP3A7  Thinking about contacting Parcelforce with a service query, request or complaint, and your experiences in the last six months, please rate Parcelforce on
the following aspects.)
Base: All of the respondents who have contacted Parcelforce with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
--4-1591552157-151022Unweighted total
--2-*2111244129-131020Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----*--*--*---**Fairly Dissatisfied
-%-%-%-%-%21%-%-%11%-%-%6%-%-%-%5%2%

Neither Satisfied Nor
-------2--2-----2Dissatisfied
-%-%-%-%-%-%-%20%-%-%20%-%-%-%-%-%12%

-----*24--4--1*24Fairly Satisfied
-%-%-%-%-%21%15%31%-%-%31%-%-%100%14%17%18%

--*-*1*2*-2*--*12Very Satisfied
-%-%21%-%100%39%2%13%10%-%13%5%-%-%14%11%10%

Have not Contacted / Not
Applicable (DO NOT READ

--2--*943448--2712OUT)
-%-%79%-%-%19%83%35%78%100%35%89%-%-%71%68%58%

Don't Know / (DO NOT
-----------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--*-*125*-5*-1136NET: Satisfied
-%-%21%-%100%60%17%45%10%-%45%5%-%100%29%27%28%

-----*--*--*---**NET: Dissatisfied
-%-%-%-%-%21%-%-%11%-%-%6%-%-%-%5%2%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
Table 134  (continuation)                                                                                                                                                                      Page 1259

The staff being polite and courteous (QOP3A7  Thinking about contacting Parcelforce with a service query, request or complaint, and your experiences in the last six months, please rate Parcelforce on
the following aspects.)
Base: All of the respondents who have contacted Parcelforce with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
121-81441842221122Unweighted total
119-71351541221020Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-*--*-*-----*Fairly Dissatisfied
-%3%-%-%4%-%3%-%-%-%-%-%2%

Neither Satisfied Nor
-2--2-22----2Dissatisfied
-%13%-%-%18%-%16%54%-%-%-%-%12%

12-1212--1114Fairly Satisfied
100%11%-%21%16%29%14%-%-%76%74%9%18%

-2-*2-21*--12Very Satisfied
-%11%-%5%13%-%13%12%16%-%-%12%10%

Have not Contacted / Not
Applicable (DO NOT READ

-12-564811**812OUT)
-%63%-%74%49%71%54%34%84%24%26%79%58%

Don't Know / (DO NOT
-------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

14-24141*1126NET: Satisfied
100%22%-%26%29%29%27%12%16%76%74%21%28%

-*--*-*-----*NET: Dissatisfied
-%3%-%-%4%-%3%-%-%-%-%-%2%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
Table 134  (continuation)                                                                                                                                                                      Page 1260

The staff being polite and courteous (QOP3A7  Thinking about contacting Parcelforce with a service query, request or complaint, and your experiences in the last six months, please rate Parcelforce on
the following aspects.)
Base: All of the respondents who have contacted Parcelforce with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
1119153-1814141220171215132722Unweighted total

917135-151211819131010113620Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*----*-*-*-*--**Fairly Dissatisfied
-%3%-%-%-%-%4%-%6%-%4%-%5%-%-%7%2%

Neither Satisfied Nor
222--2-2-2---2--2Dissatisfied

27%14%18%-%-%16%-%21%-%12%-%-%-%22%-%-%12%

143--423*42222-24Fairly Satisfied
14%21%24%-%-%24%18%28%6%19%16%17%21%16%-%30%18%

121*-212222222*-2Very Satisfied
13%12%11%9%-%10%12%14%25%8%15%16%19%14%15%-%10%

Have not Contacted / Not
Applicable (DO NOT READ

4864-78451286652412OUT)
46%50%46%91%-%49%65%36%63%61%65%66%56%48%85%63%58%

Don't Know / (DO NOT
-----------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

265*-545254343*26NET: Satisfied
27%33%36%9%-%35%31%42%31%27%32%34%39%30%15%30%28%

-*----*-*-*-*--**NET: Dissatisfied
-%3%-%-%-%-%4%-%6%-%4%-%5%-%-%7%2%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
Table 134  (continuation)                                                                                                                                                                      Page 1261

The staff being polite and courteous (QOP3A7  Thinking about contacting Parcelforce with a service query, request or complaint, and your experiences in the last six months, please rate Parcelforce on
the following aspects.)
Base: All of the respondents who have contacted Parcelforce with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
-15792117-22212120211811111622Unweighted total
-14782016-2020201820171*81420Weighted total

------------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*--*--******--*-*Fairly Dissatisfied
-%3%-%-%2%-%-%2%2%2%3%2%3%-%-%6%-%2%

Neither Satisfied Nor
--2-2--222222--222Dissatisfied
-%-%36%-%12%-%-%12%12%12%13%12%14%-%-%28%16%12%

-22243-444442--*24Fairly Satisfied
-%12%30%25%18%20%-%18%18%18%20%18%13%-%-%5%15%18%

-11122-222222-*122Very Satisfied
-%11%8%14%10%10%-%10%8%10%11%10%11%-%100%13%14%10%

Have not Contacted / Not
Applicable (DO NOT READ

-10251111-1212111011101-4812OUT)
-%73%26%61%57%70%-%58%59%57%53%57%59%100%-%48%55%58%

Don't Know / (DO NOT
------------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-32365-656664-*246NET: Satisfied
-%23%38%39%28%30%-%28%27%28%31%28%24%-%100%18%29%28%

-*--*--******--*-*NET: Dissatisfied
-%3%-%-%2%-%-%2%2%2%3%2%3%-%-%6%-%2%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
Table 134  (continuation)                                                                                                                                                                      Page 1262

The staff being polite and courteous (QOP3A7  Thinking about contacting Parcelforce with a service query, request or complaint, and your experiences in the last six months, please rate Parcelforce on
the following aspects.)
Base: All of the respondents who have contacted Parcelforce with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
12101741161211012142622Unweighted total
137154*15*20128152320Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*-*--*-**---**Fairly Dissatisfied
4%-%3%-%-%3%-%2%4%-%-%-%14%2%

Neither Satisfied Nor
2-2--2-2-22--2Dissatisfied

18%-%16%-%-%16%-%12%-%30%16%-%-%12%

122--1-4311*24Fairly Satisfied
10%33%14%-%-%6%-%18%22%12%8%24%57%18%

112**1-2112-*2Very Satisfied
9%12%10%12%100%8%-%10%7%14%13%-%3%10%

Have not Contacted / Not
Applicable (DO NOT READ

8483-10*118391112OUT)
60%55%56%88%-%66%100%57%67%44%63%76%26%58%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

234**2-6423*26NET: Satisfied
18%45%25%12%100%14%-%28%29%26%21%24%60%28%

*-*--*-**---**NET: Dissatisfied
4%-%3%-%-%3%-%2%4%-%-%-%14%2%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
Table 134  (continuation)                                                                                                                                                                      Page 1263

The staff being polite and courteous (QOP3A7  Thinking about contacting Parcelforce with a service query, request or complaint, and your experiences in the last six months, please rate Parcelforce on
the following aspects.)
Base: All of the respondents who have contacted Parcelforce with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthMonthother main provider

DecNovOctJunMayAprMarFebJanDissatisfiedSatisfiedTOTAL

*c*b*a*c*b*a*c*b*a*b*aSignificance Level: 95%
414322132-1822Unweighted total
422131241-1620Weighted total

------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%

--------*-**Fairly Dissatisfied
-%-%-%-%-%-%-%-%50%-%3%2%

Neither Satisfied Nor
-2--------22Dissatisfied
-%100%-%-%-%-%-%-%-%-%15%12%

1-1-*---*-44Fairly Satisfied
39%-%55%-%14%-%-%-%50%-%22%18%

*-1*-*----12Very Satisfied
11%-%45%33%-%18%-%-%-%-%7%10%

Have not Contacted / Not
Applicable (DO NOT READ

2--13*24--912OUT)
50%-%-%67%86%82%100%100%-%-%53%58%

Don't Know / (DO NOT
------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%

2-2***--*-56NET: Satisfied
50%-%100%33%14%18%-%-%50%-%30%28%

--------*-**NET: Dissatisfied
-%-%-%-%-%-%-%-%50%-%3%2%

Columns Tested: a,b - a,b,c - a,b,c - a,b,c

Ofcom; Business Postal Tracker
Table 134  (continuation)                                                                                                                                                                      Page 1264

The staff being polite and courteous (QOP3A7  Thinking about contacting Parcelforce with a service query, request or complaint, and your experiences in the last six months, please rate Parcelforce on
the following aspects.)
Base: All of the respondents who have contacted Parcelforce with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
11---121-2221-11Unweighted total
15---132-1232-15Weighted total

2----2-------2Very Dissatisfied
11%-%-%-%-%50%-%-%-%-%-%-%-%11%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
2---1---1----2Dissatisfied

16%-%-%-%100%-%-%-%84%-%-%-%-%16%

4----2----2--4Fairly Satisfied
27%-%-%-%-%50%-%-%-%-%92%-%-%27%

5-----2--1*2-5Very Satisfied
36%-%-%-%-%-%100%-%-%49%8%100%-%36%

Have not Contacted / Not
Applicable (DO NOT READ

1-------*1---1OUT)
10%-%-%-%-%-%-%-%16%51%-%-%-%10%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

9----22--132-9NET: Satisfied
63%-%-%-%-%50%100%-%-%49%100%100%-%63%

2----2-------2NET: Dissatisfied
11%-%-%-%-%50%-%-%-%-%-%-%-%11%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
Table 135                                                                                                                                                                                      Page 1265

The staff being polite and courteous (QOP3A8  Thinking about contacting Hermes with a service query, request or complaint, and your experiences in the last six months, please rate Hermes on the
following aspects.)
Base: All of the respondents who have contacted Hermes with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
6521-194-51--111Unweighted total
87**-*153-91--115Weighted total

2-----2--2----2Very Dissatisfied
20%-%-%-%-%-%11%-%-%18%-%-%-%-%11%

---------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
11----21--1---2Dissatisfied

15%18%-%-%-%-%17%37%-%-%100%-%-%-%16%

22----4--4----4Fairly Satisfied
20%35%-%-%-%-%28%-%-%43%-%-%-%-%27%

42*--*52-2---15Very Satisfied
45%24%46%-%-%100%36%56%-%25%-%-%-%100%36%

Have not Contacted / Not
Applicable (DO NOT READ

-1**--1*-1----1OUT)
-%22%54%100%-%-%9%7%-%14%-%-%-%-%10%

Don't Know / (DO NOT
---------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

54*--*92-6---19NET: Satisfied
65%59%46%-%-%100%63%56%-%69%-%-%-%100%63%

2-----2--2----2NET: Dissatisfied
20%-%-%-%-%-%11%-%-%18%-%-%-%-%11%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
Table 135  (continuation)                                                                                                                                                                      Page 1266

The staff being polite and courteous (QOP3A8  Thinking about contacting Hermes with a service query, request or complaint, and your experiences in the last six months, please rate Hermes on the
following aspects.)
Base: All of the respondents who have contacted Hermes with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
-1-112665-65111511Unweighted total
-*-1211078-78**2815Weighted total

------22--2---2-2Very Dissatisfied
-%-%-%-%-%-%17%23%-%-%23%-%-%-%100%-%11%

-----------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
------211-11---12Dissatisfied
-%-%-%-%-%-%25%17%16%-%17%16%-%-%-%15%16%

----2-2-4--4---44Fairly Satisfied
-%-%-%-%100%-%17%-%51%-%-%51%-%-%-%49%27%

-----1433-33*--25Very Satisfied
-%-%-%-%-%100%41%39%33%-%39%33%100%-%-%20%36%

Have not Contacted / Not
Applicable (DO NOT READ

-*-1---1--1--*-11OUT)
-%100%-%100%-%-%-%21%-%-%21%-%-%100%-%15%10%

Don't Know / (DO NOT
-----------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----21637-37*--69NET: Satisfied
-%-%-%-%100%100%58%39%84%-%39%84%100%-%-%69%63%

------22--2---2-2NET: Dissatisfied
-%-%-%-%-%-%17%23%-%-%23%-%-%-%100%-%11%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
Table 135  (continuation)                                                                                                                                                                      Page 1267

The staff being polite and courteous (QOP3A8  Thinking about contacting Hermes with a service query, request or complaint, and your experiences in the last six months, please rate Hermes on the
following aspects.)
Base: All of the respondents who have contacted Hermes with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
-11-29291112611Unweighted total
-15-31231212*2915Weighted total

-2--2-2-2---2Very Dissatisfied
-%11%-%-%13%-%13%-%100%-%-%-%11%

-------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-2--2-21---12Dissatisfied
-%16%-%-%20%-%20%100%-%-%-%13%16%

-4--4-4----44Fairly Satisfied
-%27%-%-%33%-%33%-%-%-%-%42%27%

-5-3333---145Very Satisfied
-%36%-%100%21%100%21%-%-%-%49%44%36%

Have not Contacted / Not
Applicable (DO NOT READ

-1--1-1--*1-1OUT)
-%10%-%-%12%-%12%-%-%100%51%-%10%

Don't Know / (DO NOT
-------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-9-3737---189NET: Satisfied
-%63%-%100%54%100%54%-%-%-%49%87%63%

-2--2-2-2---2NET: Dissatisfied
-%11%-%-%13%-%13%-%100%-%-%-%11%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A8  Thinking about contacting Hermes with a service query, request or complaint, and your experiences in the last six months, please rate Hermes on the
following aspects.)
Base: All of the respondents who have contacted Hermes with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
21083-85831198653311Unweighted total
114114-11711215129774415Weighted total

-22--2-2-2----2-2Very Dissatisfied
-%12%15%-%-%15%-%15%-%11%-%-%-%-%40%-%11%

-----------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-111-11112221-2-2Dissatisfied
-%9%11%33%-%11%17%11%74%16%21%26%18%-%60%-%16%

-422-222-42-22-24Fairly Satisfied
-%29%22%62%-%15%32%15%-%27%20%-%34%23%-%63%27%

*55*-545*55534-15Very Satisfied
14%39%50%5%-%46%48%46%12%36%46%58%44%56%-%37%36%

Have not Contacted / Not
Applicable (DO NOT READ

11*--1*1*111*1--1OUT)
86%11%2%-%-%13%3%13%14%10%13%16%3%21%-%-%10%

Don't Know / (DO NOT
-----------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*983-767*98556-49NET: Satisfied
14%68%71%67%-%61%80%61%12%63%66%58%79%79%-%100%63%

-22--2-2-2----2-2NET: Dissatisfied
-%12%15%-%-%15%-%15%-%11%-%-%-%-%40%-%11%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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The staff being polite and courteous (QOP3A8  Thinking about contacting Hermes with a service query, request or complaint, and your experiences in the last six months, please rate Hermes on the
following aspects.)
Base: All of the respondents who have contacted Hermes with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
-651108-119109107-26711Unweighted total
-96*1411-151214121410-371015Weighted total

-2--22-22222--2-22Very Dissatisfied
-%18%-%-%12%15%-%11%14%12%14%12%-%-%57%-%17%11%

------------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-2--11-21111--1112Dissatisfied
-%27%-%-%9%11%-%16%10%9%10%9%-%-%43%17%13%16%

-22-42-424244--224Fairly Satisfied
-%26%28%-%29%22%-%27%19%29%19%29%41%-%-%23%24%27%

-23-55-555554--345Very Satisfied
-%26%51%-%39%50%-%36%45%39%45%39%43%-%-%39%43%36%

Have not Contacted / Not
Applicable (DO NOT READ

-*1*1*-111111--1*1OUT)
-%3%21%100%11%2%-%10%12%11%12%11%15%-%-%21%2%10%

Don't Know / (DO NOT
------------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-55-98-989898--579NET: Satisfied
-%52%79%-%68%71%-%63%64%68%64%68%85%-%-%62%68%63%

-2--22-22222--2-22NET: Dissatisfied
-%18%-%-%12%15%-%11%14%12%14%12%-%-%57%-%17%11%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A8  Thinking about contacting Hermes with a service query, request or complaint, and your experiences in the last six months, please rate Hermes on the
following aspects.)
Base: All of the respondents who have contacted Hermes with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
565627-113852411Unweighted total
697839-1531281615Weighted total

-2-2---2-2--22Very Dissatisfied
-%19%-%21%-%-%-%11%-%13%-%-%29%11%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-211-1-211--22Dissatisfied
-%29%17%16%-%13%-%16%46%10%-%-%43%16%

224--4-4-44--4Fairly Satisfied
37%19%57%-%-%43%-%27%-%33%51%-%-%27%

332433-5*53125Very Satisfied
40%33%26%45%100%28%-%36%7%42%33%84%29%36%

Have not Contacted / Not
Applicable (DO NOT READ

1--1-1-11*1*-1OUT)
23%-%-%19%-%16%-%10%47%2%16%16%-%10%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

556437-9*97129NET: Satisfied
77%52%83%45%100%71%-%63%7%75%84%84%29%63%

-2-2---2-2--22NET: Dissatisfied
-%19%-%21%-%-%-%11%-%13%-%-%29%11%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A8  Thinking about contacting Hermes with a service query, request or complaint, and your experiences in the last six months, please rate Hermes on the
following aspects.)
Base: All of the respondents who have contacted Hermes with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthMonthother main provider

DecNovJunAprFebJanDissatisfiedSatisfiedTOTAL

*b*a*b*a*b*a*b*aSignificance Level: 95%
413111-1011Unweighted total
613212-1415Weighted total

--2----22Very Dissatisfied
-%-%54%-%-%-%-%12%11%

---------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
11-----12Dissatisfied

20%100%-%-%-%-%-%9%16%

2----2-44Fairly Satisfied
38%-%-%-%-%100%-%29%27%

2-12---55Very Satisfied
38%-%46%100%-%-%-%39%36%

Have not Contacted / Not
Applicable (DO NOT READ

*---1--11OUT)
4%-%-%-%100%-%-%11%10%

Don't Know / (DO NOT
---------READ OUT)
-%-%-%-%-%-%-%-%-%

5-12-2-99NET: Satisfied
76%-%46%100%-%100%-%68%63%

--2----22NET: Dissatisfied
-%-%54%-%-%-%-%12%11%

Columns Tested: a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A8  Thinking about contacting Hermes with a service query, request or complaint, and your experiences in the last six months, please rate Hermes on the
following aspects.)
Base: All of the respondents who have contacted Hermes with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
10-2212-2121-114Unweighted total
12-1113-3*12-114Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
3---12-------3Dissatisfied

23%-%-%-%100%53%-%-%-%-%-%-%-%21%

*-**-----*---1Fairly Satisfied
1%-%20%52%-%-%-%-%-%12%-%-%-%5%

5--*---*-12-16Very Satisfied
42%-%-%48%-%-%-%7%-%88%100%-%100%41%

Have not Contacted / Not
Applicable (DO NOT READ

4-*--1-2*----5OUT)
33%-%80%-%-%47%-%93%100%-%-%-%-%33%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

5-*1---*-12-16NET: Satisfied
44%-%20%100%-%-%-%7%-%100%100%-%100%46%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A9  Thinking about contacting FedEx with a service query, request or complaint, and your experiences in the last six months, please rate FedEx on the
following aspects.)
Base: All of the respondents who have contacted FedEx with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
864211104-6--4-14Unweighted total
861***133-8--2-14Weighted total

---------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
21----31----2-3Dissatisfied

21%21%-%-%-%-%22%37%-%-%-%-%69%-%21%

*1*-***-----1-1Fairly Satisfied
1%11%40%-%100%100%4%-%-%-%-%-%31%-%5%

32**--6*-5----6Very Satisfied
42%40%26%44%-%-%42%13%-%65%-%-%-%-%41%

Have not Contacted / Not
Applicable (DO NOT READ

32**--42-3----5OUT)
36%29%33%56%-%-%33%51%-%35%-%-%-%-%33%

Don't Know / (DO NOT
---------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

33****6*-5--1-6NET: Satisfied
43%51%67%44%100%100%45%13%-%65%-%-%31%-%46%

---------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A9  Thinking about contacting FedEx with a service query, request or complaint, and your experiences in the last six months, please rate FedEx on the
following aspects.)
Base: All of the respondents who have contacted FedEx with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
-3-1144104-104-41614Unweighted total
-1-*23677-77-2*914Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-----2112-12---13Dissatisfied
-%-%-%-%-%62%20%18%24%-%18%24%-%-%-%13%21%

-*---1-1--1--*-*1Fairly Satisfied
-%30%-%-%-%22%-%11%-%-%11%-%-%14%-%5%5%

-*--2*332-32--*56Very Satisfied
-%31%-%-%100%16%43%47%34%-%47%34%-%-%100%55%41%

Have not Contacted / Not
Applicable (DO NOT READ

-*-*--223-23-2-25OUT)
-%39%-%100%-%-%38%24%41%-%24%41%-%86%-%26%33%

Don't Know / (DO NOT
-----------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*--21342-42-**66NET: Satisfied
-%61%-%-%100%38%43%58%34%-%58%34%-%14%100%60%46%

-----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A9  Thinking about contacting FedEx with a service query, request or complaint, and your experiences in the last six months, please rate FedEx on the
following aspects.)
Base: All of the respondents who have contacted FedEx with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
113-59410324-514Unweighted total
112-5949213-714Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-3-2121--2-13Dissatisfied
-%23%-%36%13%37%13%-%-%48%-%18%21%

-1-***1*-*-*1Fairly Satisfied
-%6%-%6%5%2%7%8%-%3%-%7%5%

-6-141421--26Very Satisfied
-%46%-%27%48%28%47%92%100%-%-%34%41%

Have not Contacted / Not
Applicable (DO NOT READ

13-1313--2-35OUT)
100%25%-%32%33%33%33%-%-%49%-%41%33%

Don't Know / (DO NOT
-------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-6-251521*-36NET: Satisfied
-%52%-%33%53%30%54%100%100%3%-%41%46%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A9  Thinking about contacting FedEx with a service query, request or complaint, and your experiences in the last six months, please rate FedEx on the
following aspects.)
Base: All of the respondents who have contacted FedEx with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
613113-1112106131271272514Unweighted total
411124-101284131041043714Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-321-232-3313--33Dissatisfied
-%25%14%33%-%16%24%22%-%22%29%32%29%-%-%42%21%

*11--111*11*1***1Fairly Satisfied
8%7%5%-%-%7%5%10%5%6%8%7%8%11%7%2%5%

3663-363166263-26Very Satisfied
92%50%47%67%-%31%46%41%16%42%57%54%57%74%-%35%41%

Have not Contacted / Not
Applicable (DO NOT READ

-24--532341*11215OUT)
-%19%34%-%-%45%25%28%79%31%7%6%7%15%93%22%33%

Don't Know / (DO NOT
-----------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

4663-464166264*26NET: Satisfied
100%56%52%67%-%39%52%51%21%48%64%62%64%85%7%36%46%

-----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A9  Thinking about contacting FedEx with a service query, request or complaint, and your experiences in the last six months, please rate FedEx on the
following aspects.)
Base: All of the respondents who have contacted FedEx with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
293111412-1413141314101271114Unweighted total
110291414-1413141314101131014Weighted total

------------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
12--33-333233---33Dissatisfied

88%16%-%-%21%21%-%21%22%21%13%21%30%-%-%-%29%21%

***111-111111-**11Fairly Satisfied
12%1%20%9%5%5%-%5%6%5%6%5%7%-%8%10%7%5%

-5*366-66666311266Very Satisfied
-%52%18%39%41%41%-%41%42%41%45%41%31%100%92%66%57%41%

Have not Contacted / Not
Applicable (DO NOT READ

-31555-545553--115OUT)
-%30%62%53%33%33%-%33%31%33%36%33%32%-%-%24%7%33%

Don't Know / (DO NOT
------------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*51466-66666411266NET: Satisfied
12%53%38%47%46%45%-%46%48%46%51%46%38%100%100%76%64%46%

------------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A9  Thinking about contacting FedEx with a service query, request or complaint, and your experiences in the last six months, please rate FedEx on the
following aspects.)
Base: All of the respondents who have contacted FedEx with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
8694471135973414Unweighted total
8610237*146882414Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-33-21-3-32-13Dissatisfied
-%46%29%-%61%18%-%21%-%37%22%-%30%21%

*11**1-1*1***1Fairly Satisfied
1%10%6%8%6%8%-%6%3%7%1%22%4%5%

4142*3*6143116Very Satisfied
58%20%37%82%16%36%100%40%25%53%39%68%30%41%

Have not Contacted / Not
Applicable (DO NOT READ

313**3-54*3*15OUT)
40%24%28%10%16%38%-%33%72%3%37%11%36%33%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

524213*6253216NET: Satisfied
60%30%43%90%23%45%100%46%28%61%41%89%34%46%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A9  Thinking about contacting FedEx with a service query, request or complaint, and your experiences in the last six months, please rate FedEx on the
following aspects.)
Base: All of the respondents who have contacted FedEx with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthMonthother main provider

DecNovJunMarFebJanDissatisfiedSatisfiedTOTAL

*b*a*a*c*b*a*b*aSignificance Level: 95%
621221-1314Unweighted total
71*23*-1314Weighted total

---------Very Dissatisfied
-%-%-%-%-%-%-%-%-%

---------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-1-2---23Dissatisfied
-%92%-%90%-%-%-%13%21%

-*--**-11Fairly Satisfied
-%8%-%-%7%100%-%6%5%

6--*---66Very Satisfied
76%-%-%10%-%-%-%45%41%

Have not Contacted / Not
Applicable (DO NOT READ

2-*-2--55OUT)
24%-%100%-%93%-%-%36%33%

Don't Know / (DO NOT
---------READ OUT)
-%-%-%-%-%-%-%-%-%

6*-***-66NET: Satisfied
76%8%-%10%7%100%-%51%46%

---------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A9  Thinking about contacting FedEx with a service query, request or complaint, and your experiences in the last six months, please rate FedEx on the
following aspects.)
Base: All of the respondents who have contacted FedEx with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
5-----1-111-15Unweighted total
3-----*-**2-*3Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
1-----*--*--*1Dissatisfied

19%-%-%-%-%-%100%-%-%100%-%-%100%19%

*-------*----*Fairly Satisfied
7%-%-%-%-%-%-%-%100%-%-%-%-%7%

2---------2--2Very Satisfied
74%-%-%-%-%-%-%-%-%-%100%-%-%74%

Have not Contacted / Not
Applicable (DO NOT READ

--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

3-------*-2--3NET: Satisfied
81%-%-%-%-%-%-%-%100%-%100%-%-%81%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A11  Thinking about contacting DX with a service query, request or complaint, and your experiences in the last six months, please rate DX on the following
aspects.)
Base: All of the respondents who have contacted DX with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
-542111311----5Unweighted total
-31***21*2----3Weighted total

---------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-11***-**-----1Dissatisfied
-%19%72%45%100%100%-%64%100%-%-%-%-%-%19%

-***---*------*Fairly Satisfied
-%7%28%55%-%-%-%36%-%-%-%-%-%-%7%

-2----2--2----2Very Satisfied
-%74%-%-%-%-%100%-%-%100%-%-%-%-%74%

Have not Contacted / Not
Applicable (DO NOT READ

---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
---------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-3**--2*-2----3NET: Satisfied
-%81%28%55%-%-%100%36%-%100%-%-%-%-%81%

---------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A11  Thinking about contacting DX with a service query, request or complaint, and your experiences in the last six months, please rate DX on the following
aspects.)
Base: All of the respondents who have contacted DX with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
-31-1--41-411--25Unweighted total
-1*-2--12-12*--33Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-**----1--1----*1Dissatisfied
-%64%100%-%-%-%-%72%-%-%72%-%-%-%-%7%19%

-*-----*--*-*---*Fairly Satisfied
-%36%-%-%-%-%-%28%-%-%28%-%100%-%-%-%7%

----2---2--2---22Very Satisfied
-%-%-%-%100%-%-%-%100%-%-%100%-%-%-%93%74%

Have not Contacted / Not
Applicable (DO NOT READ

-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
-----------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*--2--*2-*2*--23NET: Satisfied
-%36%-%-%100%-%-%28%100%-%28%100%100%-%-%93%81%

-----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A11  Thinking about contacting DX with a service query, request or complaint, and your experiences in the last six months, please rate DX on the following
aspects.)
Base: All of the respondents who have contacted DX with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
14-2314--1135Unweighted total
*3-*3*3--**33Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
**-****--***1Dissatisfied

100%13%-%100%7%100%13%-%-%100%100%7%19%

-*--*-*----**Fairly Satisfied
-%8%-%-%8%-%8%-%-%-%-%8%7%

-2--2-2----22Very Satisfied
-%80%-%-%85%-%80%-%-%-%-%85%74%

Have not Contacted / Not
Applicable (DO NOT READ

-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
-------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-3--3-3----33NET: Satisfied
-%87%-%-%93%-%87%-%-%-%-%93%81%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A11  Thinking about contacting DX with a service query, request or complaint, and your experiences in the last six months, please rate DX on the following
aspects.)
Base: All of the respondents who have contacted DX with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
1535--5--55453115Unweighted total
*333--3--33131*23Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-1*1--1--1111**-1Dissatisfied
-%19%15%19%-%-%19%-%-%19%19%72%19%61%100%-%19%

**-*--*--*****--*Fairly Satisfied
100%7%-%7%-%-%7%-%-%7%7%28%7%39%-%-%7%

-222--2--22-2--22Very Satisfied
-%74%85%74%-%-%74%-%-%74%74%-%74%-%-%100%74%

Have not Contacted / Not
Applicable (DO NOT READ

-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
-----------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*323--3--33*3*-23NET: Satisfied
100%81%85%81%-%-%81%-%-%81%81%28%81%39%-%100%81%

-----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A11  Thinking about contacting DX with a service query, request or complaint, and your experiences in the last six months, please rate DX on the following
aspects.)
Base: All of the respondents who have contacted DX with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
23-154-555554--245Unweighted total
*3-*33-333333--*33Weighted total

------------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
**-*1*-11111*--**1Dissatisfied

100%7%-%100%19%14%-%19%19%19%19%19%13%-%-%45%13%19%

-*--**-******--***Fairly Satisfied
-%8%-%-%7%8%-%7%7%7%7%7%8%-%-%55%8%7%

-2--22-222222---22Very Satisfied
-%85%-%-%74%78%-%74%74%74%74%74%80%-%-%-%80%74%

Have not Contacted / Not
Applicable (DO NOT READ

------------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
------------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-3--33-333333--*33NET: Satisfied
-%93%-%-%81%86%-%81%81%81%81%81%87%-%-%55%87%81%

------------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A11  Thinking about contacting DX with a service query, request or complaint, and your experiences in the last six months, please rate DX on the following
aspects.)
Base: All of the respondents who have contacted DX with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
1422-2-5144-15Unweighted total
213*-3-3*33-*3Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-1-*-*-1-1*-*1Dissatisfied
-%72%-%100%-%7%-%19%-%20%13%-%100%19%

-**----**-*--*Fairly Satisfied
-%28%9%-%-%-%-%7%100%-%8%-%-%7%

2-2--2-2-22--2Very Satisfied
100%-%91%-%-%93%-%74%-%80%80%-%-%74%

Have not Contacted / Not
Applicable (DO NOT READ

--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2*3--2-3*23--3NET: Satisfied
100%28%100%-%-%93%-%81%100%80%87%-%-%81%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A11  Thinking about contacting DX with a service query, request or complaint, and your experiences in the last six months, please rate DX on the following
aspects.)
Base: All of the respondents who have contacted DX with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthother main provider

DecOctFebDissatisfiedSatisfiedTOTAL

*b*a*a*b*aSignificance Level: 95%
221-55Unweighted total
3**-33Weighted total

------Very Dissatisfied
-%-%-%-%-%-%

------Fairly Dissatisfied
-%-%-%-%-%-%

Neither Satisfied Nor
-**-11Dissatisfied
-%100%100%-%19%19%

*---**Fairly Satisfied
9%-%-%-%7%7%

2---22Very Satisfied
91%-%-%-%74%74%

Have not Contacted / Not
Applicable (DO NOT READ

------OUT)
-%-%-%-%-%-%

Don't Know / (DO NOT
------READ OUT)
-%-%-%-%-%-%

3---33NET: Satisfied
100%-%-%-%81%81%

------NET: Dissatisfied
-%-%-%-%-%-%

Columns Tested: a,b - a,b

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A11  Thinking about contacting DX with a service query, request or complaint, and your experiences in the last six months, please rate DX on the following
aspects.)
Base: All of the respondents who have contacted DX with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
1----1-------1Unweighted total
*----*-------*Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

*----*-------*OUT)
100%-%-%-%-%100%-%-%-%-%-%-%-%100%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A13  Thinking about contacting Pitney Bowes with a service query, request or complaint, and your experiences in the last six months, please rate Pitney Bowes
on the following aspects.)
Base: All of the respondents who have contacted Pitney Bowes with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
-11--1------1-1Unweighted total
-**--*------*-*Weighted total

---------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
---------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

-**--*------*-*OUT)
-%100%100%-%-%100%-%-%-%-%-%-%100%-%100%

Don't Know / (DO NOT
---------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A13  Thinking about contacting Pitney Bowes with a service query, request or complaint, and your experiences in the last six months, please rate Pitney Bowes
on the following aspects.)
Base: All of the respondents who have contacted Pitney Bowes with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
----1--1--1--1--1Unweighted total
----*--*--*--*--*Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-----------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

----*--*--*--*--*OUT)
-%-%-%-%100%-%-%100%-%-%100%-%-%100%-%-%100%

Don't Know / (DO NOT
-----------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
Table 138  (continuation)                                                                                                                                                                      Page 1291

The staff being polite and courteous (QOP3A13  Thinking about contacting Pitney Bowes with a service query, request or complaint, and your experiences in the last six months, please rate Pitney Bowes
on the following aspects.)
Base: All of the respondents who have contacted Pitney Bowes with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
1--1-1--1---1Unweighted total
*--*-*--*---*Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

*--*-*--*---*OUT)
100%-%-%100%-%100%-%-%100%-%-%-%100%

Don't Know / (DO NOT
-------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A13  Thinking about contacting Pitney Bowes with a service query, request or complaint, and your experiences in the last six months, please rate Pitney Bowes
on the following aspects.)
Base: All of the respondents who have contacted Pitney Bowes with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
111--111-1111--11Unweighted total
***--***-****--**Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-----------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

***--***-****--**OUT)
100%100%100%-%-%100%100%100%-%100%100%100%100%-%-%100%100%

Don't Know / (DO NOT
-----------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A13  Thinking about contacting Pitney Bowes with a service query, request or complaint, and your experiences in the last six months, please rate Pitney Bowes
on the following aspects.)
Base: All of the respondents who have contacted Pitney Bowes with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
--1111-11111-----1Unweighted total
--****-*****-----*Weighted total

------------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
------------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

--****-*****-----*OUT)
-%-%100%100%100%100%-%100%100%100%100%100%-%-%-%-%-%100%

Don't Know / (DO NOT
------------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A13  Thinking about contacting Pitney Bowes with a service query, request or complaint, and your experiences in the last six months, please rate Pitney Bowes
on the following aspects.)
Base: All of the respondents who have contacted Pitney Bowes with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
-1-----1-1--11Unweighted total
-*-----*-*--**Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

-*-----*-*--**OUT)
-%100%-%-%-%-%-%100%-%100%-%-%100%100%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A13  Thinking about contacting Pitney Bowes with a service query, request or complaint, and your experiences in the last six months, please rate Pitney Bowes
on the following aspects.)
Base: All of the respondents who have contacted Pitney Bowes with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
Monthother main provider

AprDissatisfiedSatisfiedTOTAL

*a*b*aSignificance Level: 95%
1--1Unweighted total
*--*Weighted total

----Very Dissatisfied
-%-%-%-%

----Fairly Dissatisfied
-%-%-%-%

Neither Satisfied Nor
----Dissatisfied
-%-%-%-%

----Fairly Satisfied
-%-%-%-%

----Very Satisfied
-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

*--*OUT)
100%-%-%100%

Don't Know / (DO NOT
----READ OUT)
-%-%-%-%

----NET: Satisfied
-%-%-%-%

----NET: Dissatisfied
-%-%-%-%

Columns Tested: a,b

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A13  Thinking about contacting Pitney Bowes with a service query, request or complaint, and your experiences in the last six months, please rate Pitney Bowes
on the following aspects.)
Base: All of the respondents who have contacted Pitney Bowes with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
3-1111-----1-5Unweighted total
3-***2-----2-4Weighted total

2----2-------2Very Dissatisfied
48%-%-%-%-%100%-%-%-%-%-%-%-%41%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*---*--------*Fairly Satisfied
5%-%-%-%100%-%-%-%-%-%-%-%-%4%

--**---------1Very Satisfied
-%-%100%100%-%-%-%-%-%-%-%-%-%13%

Have not Contacted / Not
Applicable (DO NOT READ

2----------2-2OUT)
47%-%-%-%-%-%-%-%-%-%-%100%-%41%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*-***--------1NET: Satisfied
5%-%100%100%100%-%-%-%-%-%-%-%-%18%

2----2-------2NET: Dissatisfied
48%-%-%-%-%100%-%-%-%-%-%-%-%41%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A14  Thinking about contacting TNT Express with a service query, request or complaint, and your experiences in the last six months, please rate TNT Express on
the following aspects.)
Base: All of the respondents who have contacted TNT Express with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
322--233----2-5Unweighted total
22*--*44----*-4Weighted total

2-----22------2Very Dissatisfied
75%-%-%-%-%-%44%44%-%-%-%-%-%-%41%

---------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
---------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-**--*------*-*Fairly Satisfied
-%10%62%-%-%62%-%-%-%-%-%-%62%-%4%

1-*--***----*-1Very Satisfied
25%-%38%-%-%38%12%12%-%-%-%-%38%-%13%

Have not Contacted / Not
Applicable (DO NOT READ

-2----22------2OUT)
-%90%-%-%-%-%44%44%-%-%-%-%-%-%41%

Don't Know / (DO NOT
---------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1**--***----*-1NET: Satisfied
25%10%100%-%-%100%12%12%-%-%-%-%100%-%18%

2-----22------2NET: Dissatisfied
75%-%-%-%-%-%44%44%-%-%-%-%-%-%41%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A14  Thinking about contacting TNT Express with a service query, request or complaint, and your experiences in the last six months, please rate TNT Express on
the following aspects.)
Base: All of the respondents who have contacted TNT Express with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
----12232-32-12-5Unweighted total
----*1313-13-*2-4Weighted total

------2-2--2----2Very Dissatisfied
-%-%-%-%-%-%50%-%50%-%-%50%-%-%-%-%41%

-----------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-----------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----*--*--*-----*Fairly Satisfied
-%-%-%-%100%-%-%24%-%-%24%-%-%-%-%-%4%

-----1-1--1--**-1Very Satisfied
-%-%-%-%-%100%-%76%-%-%76%-%-%100%21%-%13%

Have not Contacted / Not
Applicable (DO NOT READ

------2-2--2--2-2OUT)
-%-%-%-%-%-%50%-%50%-%-%50%-%-%79%-%41%

Don't Know / (DO NOT
-----------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----*1-1--1--**-1NET: Satisfied
-%-%-%-%100%100%-%100%-%-%100%-%-%100%21%-%18%

------2-2--2----2NET: Dissatisfied
-%-%-%-%-%-%50%-%50%-%-%50%-%-%-%-%41%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A14  Thinking about contacting TNT Express with a service query, request or complaint, and your experiences in the last six months, please rate TNT Express on
the following aspects.)
Base: All of the respondents who have contacted TNT Express with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
-5-41232-1-25Unweighted total
-4-4**41-*-34Weighted total

-2-2--2----22Very Dissatisfied
-%41%-%46%-%-%44%-%-%-%-%50%41%

-------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-*-*-*----*Fairly Satisfied
-%4%-%5%-%62%-%29%-%-%-%-%4%

-1-*****-*--1Very Satisfied
-%13%-%3%100%38%12%71%-%100%-%-%13%

Have not Contacted / Not
Applicable (DO NOT READ

-2-2--2----22OUT)
-%41%-%46%-%-%44%-%-%-%-%50%41%

Don't Know / (DO NOT
-------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-1-****1-*--1NET: Satisfied
-%18%-%8%100%100%12%100%-%100%-%-%18%

-2-2--2----22NET: Dissatisfied
-%41%-%46%-%-%44%-%-%-%-%50%41%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A14  Thinking about contacting TNT Express with a service query, request or complaint, and your experiences in the last six months, please rate TNT Express on
the following aspects.)
Base: All of the respondents who have contacted TNT Express with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
2431-423144431225Unweighted total
1222-211*2222*224Weighted total

-----2--------2-2Very Dissatisfied
-%-%-%-%-%70%-%-%-%-%-%-%-%-%90%-%41%

-----------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-----------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-**--***-***--*-*Fairly Satisfied
-%7%8%-%-%7%29%24%-%7%7%7%-%-%10%-%4%

11*--1*1*1111*-*1Very Satisfied
100%23%19%-%-%23%71%76%100%23%23%23%25%100%-%6%13%

Have not Contacted / Not
Applicable (DO NOT READ

-222-----2222--22OUT)
-%70%73%100%-%-%-%-%-%70%70%70%75%-%-%94%41%

Don't Know / (DO NOT
-----------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

111--111*1111***1NET: Satisfied
100%30%27%-%-%30%100%100%100%30%30%30%25%100%10%6%18%

-----2--------2-2NET: Dissatisfied
-%-%-%-%-%70%-%-%-%-%-%-%-%-%90%-%41%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A14  Thinking about contacting TNT Express with a service query, request or complaint, and your experiences in the last six months, please rate TNT Express on
the following aspects.)
Base: All of the respondents who have contacted TNT Express with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
-23254-555554-1325Unweighted total
-22144-444444-*124Weighted total

--2-22-222222----2Very Dissatisfied
-%-%73%-%41%42%-%41%41%41%41%41%42%-%-%-%-%41%

------------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
------------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--*-**-******--*-*Fairly Satisfied
-%-%8%-%4%4%-%4%4%4%4%4%4%-%-%24%-%4%

-**11*-11111*-*1*1Very Satisfied
-%6%19%100%13%11%-%13%13%13%13%13%11%-%100%76%21%13%

Have not Contacted / Not
Applicable (DO NOT READ

-2--22-222222---22OUT)
-%94%-%-%41%42%-%41%41%41%41%41%42%-%-%-%79%41%

Don't Know / (DO NOT
------------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*1111-111111-*1*1NET: Satisfied
-%6%27%100%18%16%-%18%18%18%18%18%16%-%100%100%21%18%

--2-22-222222----2NET: Dissatisfied
-%-%73%-%41%42%-%41%41%41%41%41%42%-%-%-%-%41%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A14  Thinking about contacting TNT Express with a service query, request or complaint, and your experiences in the last six months, please rate TNT Express on
the following aspects.)
Base: All of the respondents who have contacted TNT Express with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
5-3212-5-52125Unweighted total
4-22*2-4-41224Weighted total

2-2--2-2-2-2-2Very Dissatisfied
41%-%85%-%-%94%-%41%-%41%-%100%-%41%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*-*----*-*--**Fairly Satisfied
4%-%9%-%-%-%-%4%-%4%-%-%10%4%

1-****-1-11--1Very Satisfied
13%-%6%21%100%6%-%13%-%13%100%-%-%13%

Have not Contacted / Not
Applicable (DO NOT READ

2--2---2-2--22OUT)
41%-%-%79%-%-%-%41%-%41%-%-%90%41%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1-****-1-11-*1NET: Satisfied
18%-%15%21%100%6%-%18%-%18%100%-%10%18%

2-2--2-2-2-2-2NET: Dissatisfied
41%-%85%-%-%94%-%41%-%41%-%100%-%41%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
Table 139  (continuation)                                                                                                                                                                      Page 1303

The staff being polite and courteous (QOP3A14  Thinking about contacting TNT Express with a service query, request or complaint, and your experiences in the last six months, please rate TNT Express on
the following aspects.)
Base: All of the respondents who have contacted TNT Express with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthMonthother main provider

DecNovMayFebDissatisfiedSatisfiedTOTAL

*b*a*a*a*b*aSignificance Level: 95%
1112-55Unweighted total
**22-44Weighted total

---2-22Very Dissatisfied
-%-%-%90%-%41%41%

-------Fairly Dissatisfied
-%-%-%-%-%-%-%

Neither Satisfied Nor
-------Dissatisfied
-%-%-%-%-%-%-%

---*-**Fairly Satisfied
-%-%-%10%-%4%4%

**---11Very Satisfied
100%100%-%-%-%13%13%

Have not Contacted / Not
Applicable (DO NOT READ

--2--22OUT)
-%-%100%-%-%41%41%

Don't Know / (DO NOT
-------READ OUT)
-%-%-%-%-%-%-%

**-*-11NET: Satisfied
100%100%-%10%-%18%18%

---2-22NET: Dissatisfied
-%-%-%90%-%41%41%

Columns Tested: a,b - a,b

Ofcom; Business Postal Tracker
Table 139  (continuation)                                                                                                                                                                      Page 1304

The staff being polite and courteous (QOP3A14  Thinking about contacting TNT Express with a service query, request or complaint, and your experiences in the last six months, please rate TNT Express on
the following aspects.)
Base: All of the respondents who have contacted TNT Express with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
2-------1--1-2Unweighted total
2-------*--2-2Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

2-------*--2-2OUT)
100%-%-%-%-%-%-%-%100%-%-%100%-%100%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
Table 140                                                                                                                                                                                      Page 1305

The staff being polite and courteous (QOP3A15  Thinking about contacting TNT Post UK with a service query, request or complaint, and your experiences in the last six months, please rate TNT Post UK on
the following aspects.)
Base: All of the respondents who have contacted TNT Post UK with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
111-1-11----1-2Unweighted total
*2*-*-22----*-2Weighted total

---------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
---------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

*2*-*-22----*-2OUT)
100%100%100%-%100%-%100%100%-%-%-%-%100%-%100%

Don't Know / (DO NOT
---------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
Table 140  (continuation)                                                                                                                                                                      Page 1306

The staff being polite and courteous (QOP3A15  Thinking about contacting TNT Post UK with a service query, request or complaint, and your experiences in the last six months, please rate TNT Post UK on
the following aspects.)
Base: All of the respondents who have contacted TNT Post UK with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
----1-1-2--21-1-2Unweighted total
----*-2-2--2*-2-2Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-----------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

----*-2-2--2*-2-2OUT)
-%-%-%-%100%-%100%-%100%-%-%100%100%-%100%-%100%

Don't Know / (DO NOT
-----------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
Table 140  (continuation)                                                                                                                                                                      Page 1307

The staff being polite and courteous (QOP3A15  Thinking about contacting TNT Post UK with a service query, request or complaint, and your experiences in the last six months, please rate TNT Post UK on
the following aspects.)
Base: All of the respondents who have contacted TNT Post UK with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
-2-2--2----22Unweighted total
-2-2--2----22Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

-2-2--2----22OUT)
-%100%-%100%-%-%100%-%-%-%-%100%100%

Don't Know / (DO NOT
-------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
Table 140  (continuation)                                                                                                                                                                      Page 1308

The staff being polite and courteous (QOP3A15  Thinking about contacting TNT Post UK with a service query, request or complaint, and your experiences in the last six months, please rate TNT Post UK on
the following aspects.)
Base: All of the respondents who have contacted TNT Post UK with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
-212--1--2222--22Unweighted total
-222--*--2222--22Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-----------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

-222--*--2222--22OUT)
-%100%100%100%-%-%100%-%-%100%100%100%100%-%-%100%100%

Don't Know / (DO NOT
-----------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
Table 140  (continuation)                                                                                                                                                                      Page 1309

The staff being polite and courteous (QOP3A15  Thinking about contacting TNT Post UK with a service query, request or complaint, and your experiences in the last six months, please rate TNT Post UK on
the following aspects.)
Base: All of the respondents who have contacted TNT Post UK with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
-2--11-222222--122Unweighted total
-2--22-222222--*22Weighted total

------------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
------------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

-2--22-222222--*22OUT)
-%100%-%-%100%100%-%100%100%100%100%100%100%-%-%100%100%100%

Don't Know / (DO NOT
------------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A15  Thinking about contacting TNT Post UK with a service query, request or complaint, and your experiences in the last six months, please rate TNT Post UK on
the following aspects.)
Base: All of the respondents who have contacted TNT Post UK with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
2--21--2-21-12Unweighted total
2--2*--2-2*-22Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

2--2*--2-2*-22OUT)
100%-%-%100%100%-%-%100%-%100%100%-%100%100%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A15  Thinking about contacting TNT Post UK with a service query, request or complaint, and your experiences in the last six months, please rate TNT Post UK on
the following aspects.)
Base: All of the respondents who have contacted TNT Post UK with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthother main provider

MayFebDissatisfiedSatisfiedTOTAL

*a*a*b*aSignificance Level: 95%
11-22Unweighted total
2*-22Weighted total

-----Very Dissatisfied
-%-%-%-%-%

-----Fairly Dissatisfied
-%-%-%-%-%

Neither Satisfied Nor
-----Dissatisfied
-%-%-%-%-%

-----Fairly Satisfied
-%-%-%-%-%

-----Very Satisfied
-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

2*-22OUT)
100%100%-%100%100%

Don't Know / (DO NOT
-----READ OUT)
-%-%-%-%-%

-----NET: Satisfied
-%-%-%-%-%

-----NET: Dissatisfied
-%-%-%-%-%

Columns Tested: a,b

Ofcom; Business Postal Tracker
Table 140  (continuation)                                                                                                                                                                      Page 1312

The staff being polite and courteous (QOP3A15  Thinking about contacting TNT Post UK with a service query, request or complaint, and your experiences in the last six months, please rate TNT Post UK on
the following aspects.)
Base: All of the respondents who have contacted TNT Post UK with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
21---2-------3Unweighted total
3*---3-------4Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-*-----------*Dissatisfied
-%100%-%-%-%-%-%-%-%-%-%-%-%12%

--------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

3----3-------3OUT)
100%-%-%-%-%100%-%-%-%-%-%-%-%88%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A91  Thinking about contacting QV4a Other (1st) with a service query, request or complaint, and your experiences in the last six months, please rate QV4a
Other (1st) on the following aspects)
Base: All of the respondents who have contacted QV4a Other (1st) with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
12----32----1-3Unweighted total
22----42----2-4Weighted total

---------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-*----**------*Dissatisfied
-%23%-%-%-%-%12%23%-%-%-%-%-%-%12%

---------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

21----31----2-3OUT)
100%77%-%-%-%-%88%77%-%-%-%-%100%-%88%

Don't Know / (DO NOT
---------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A91  Thinking about contacting QV4a Other (1st) with a service query, request or complaint, and your experiences in the last six months, please rate QV4a
Other (1st) on the following aspects)
Base: All of the respondents who have contacted QV4a Other (1st) with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
---1---21-21-1-23Unweighted total
---*---22-22-1-24Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
---*---*--*----**Dissatisfied
-%-%-%100%-%-%-%23%-%-%23%-%-%-%-%21%12%

-----------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

-------12-12-1-23OUT)
-%-%-%-%-%-%-%77%100%-%77%100%-%100%-%79%88%

Don't Know / (DO NOT
-----------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A91  Thinking about contacting QV4a Other (1st) with a service query, request or complaint, and your experiences in the last six months, please rate QV4a
Other (1st) on the following aspects)
Base: All of the respondents who have contacted QV4a Other (1st) with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
21-3-3---1-13Unweighted total
22-4-4---1-24Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
*--*-*------*Dissatisfied

23%-%-%12%-%12%-%-%-%-%-%-%12%

-------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

12-3-3---1-23OUT)
77%100%-%88%-%88%-%-%-%100%-%100%88%

Don't Know / (DO NOT
-------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A91  Thinking about contacting QV4a Other (1st) with a service query, request or complaint, and your experiences in the last six months, please rate QV4a
Other (1st) on the following aspects)
Base: All of the respondents who have contacted QV4a Other (1st) with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
-22--212-2111--33Unweighted total
-23--3*3-3***--44Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-*----*---***--**Dissatisfied
-%23%-%-%-%-%100%-%-%-%100%100%100%-%-%12%12%

-----------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

-13--3-3-3-----33OUT)
-%77%100%-%-%100%-%100%-%100%-%-%-%-%-%88%88%

Don't Know / (DO NOT
-----------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
Table 141  (continuation)                                                                                                                                                                      Page 1317

The staff being polite and courteous (QOP3A91  Thinking about contacting QV4a Other (1st) with a service query, request or complaint, and your experiences in the last six months, please rate QV4a
Other (1st) on the following aspects)
Base: All of the respondents who have contacted QV4a Other (1st) with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
-21132-333231----3Unweighted total
-21143-444242----4Weighted total

------------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-*--*--*****-----*Dissatisfied
-%21%-%-%12%-%-%12%12%12%23%12%-%-%-%-%-%12%

------------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

-21133-333132----3OUT)
-%79%100%100%88%100%-%88%88%88%77%88%100%-%-%-%-%88%

Don't Know / (DO NOT
------------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A91  Thinking about contacting QV4a Other (1st) with a service query, request or complaint, and your experiences in the last six months, please rate QV4a
Other (1st) on the following aspects)
Base: All of the respondents who have contacted QV4a Other (1st) with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
121--1-3122-13Unweighted total
222--2-4122-14Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-*-----*-**--*Dissatisfied
-%23%-%-%-%-%-%12%-%21%21%-%-%12%

--------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

212--2-3122-13OUT)
100%77%100%-%-%100%-%88%100%79%79%-%100%88%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A91  Thinking about contacting QV4a Other (1st) with a service query, request or complaint, and your experiences in the last six months, please rate QV4a
Other (1st) on the following aspects)
Base: All of the respondents who have contacted QV4a Other (1st) with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthother main provider

DecJunAprDissatisfiedSatisfiedTOTAL

*a*b*a*b*aSignificance Level: 95%
111-33Unweighted total
12*-44Weighted total

------Very Dissatisfied
-%-%-%-%-%-%

------Fairly Dissatisfied
-%-%-%-%-%-%

Neither Satisfied Nor
--*-**Dissatisfied
-%-%100%-%12%12%

------Fairly Satisfied
-%-%-%-%-%-%

------Very Satisfied
-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

12--33OUT)
100%100%-%-%88%88%

Don't Know / (DO NOT
------READ OUT)
-%-%-%-%-%-%

------NET: Satisfied
-%-%-%-%-%-%

------NET: Dissatisfied
-%-%-%-%-%-%

Columns Tested: a,b - a,b

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A91  Thinking about contacting QV4a Other (1st) with a service query, request or complaint, and your experiences in the last six months, please rate QV4a
Other (1st) on the following aspects)
Base: All of the respondents who have contacted QV4a Other (1st) with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
1-----------11Unweighted total
*-----------**Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

*-----------**OUT)
100%-%-%-%-%-%-%-%-%-%-%-%100%100%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
Table 142                                                                                                                                                                                      Page 1321

The staff being polite and courteous (QOP3A93  Thinking about contacting QV4a Other (3rd) with a service query, request or complaint, and your experiences in the last six months, please rate QV4a
Other (3rd) on the following aspects)
Base: All of the respondents who have contacted QV4a Other (3rd) with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
1-1--1------1-1Unweighted total
*-*--*------*-*Weighted total

---------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
---------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

*-*--*------*-*OUT)
100%-%100%-%-%100%-%-%-%-%-%-%100%-%100%

Don't Know / (DO NOT
---------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A93  Thinking about contacting QV4a Other (3rd) with a service query, request or complaint, and your experiences in the last six months, please rate QV4a
Other (3rd) on the following aspects)
Base: All of the respondents who have contacted QV4a Other (3rd) with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
-------1--1-----1Unweighted total
-------*--*-----*Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-----------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

-------*--*-----*OUT)
-%-%-%-%-%-%-%100%-%-%100%-%-%-%-%-%100%

Don't Know / (DO NOT
-----------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A93  Thinking about contacting QV4a Other (3rd) with a service query, request or complaint, and your experiences in the last six months, please rate QV4a
Other (3rd) on the following aspects)
Base: All of the respondents who have contacted QV4a Other (3rd) with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
1--1-1-----11Unweighted total
*--*-*-----**Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

*--*-*-----**OUT)
100%-%-%100%-%100%-%-%-%-%-%100%100%

Don't Know / (DO NOT
-------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A93  Thinking about contacting QV4a Other (3rd) with a service query, request or complaint, and your experiences in the last six months, please rate QV4a
Other (3rd) on the following aspects)
Base: All of the respondents who have contacted QV4a Other (3rd) with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
111--1---1-----11Unweighted total
***--*---*-----**Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-----------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

***--*---*-----**OUT)
100%100%100%-%-%100%-%-%-%100%-%-%-%-%-%100%100%

Don't Know / (DO NOT
-----------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A93  Thinking about contacting QV4a Other (3rd) with a service query, request or complaint, and your experiences in the last six months, please rate QV4a
Other (3rd) on the following aspects)
Base: All of the respondents who have contacted QV4a Other (3rd) with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
-1-111-111-1-----1Unweighted total
-*-***-***-*-----*Weighted total

------------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
------------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

-*-***-***-*-----*OUT)
-%100%-%100%100%100%-%100%100%100%-%100%-%-%-%-%-%100%

Don't Know / (DO NOT
------------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A93  Thinking about contacting QV4a Other (3rd) with a service query, request or complaint, and your experiences in the last six months, please rate QV4a
Other (3rd) on the following aspects)
Base: All of the respondents who have contacted QV4a Other (3rd) with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
-1-----11-1--1Unweighted total
-*-----**-*--*Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

-*-----**-*--*OUT)
-%100%-%-%-%-%-%100%100%-%100%-%-%100%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
Table 142  (continuation)                                                                                                                                                                      Page 1327

The staff being polite and courteous (QOP3A93  Thinking about contacting QV4a Other (3rd) with a service query, request or complaint, and your experiences in the last six months, please rate QV4a
Other (3rd) on the following aspects)
Base: All of the respondents who have contacted QV4a Other (3rd) with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
Monthother main provider

JunDissatisfiedSatisfiedTOTAL

*a*b*aSignificance Level: 95%
1-11Unweighted total
*-**Weighted total

----Very Dissatisfied
-%-%-%-%

----Fairly Dissatisfied
-%-%-%-%

Neither Satisfied Nor
----Dissatisfied
-%-%-%-%

----Fairly Satisfied
-%-%-%-%

----Very Satisfied
-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

*-**OUT)
100%-%100%100%

Don't Know / (DO NOT
----READ OUT)
-%-%-%-%

----NET: Satisfied
-%-%-%-%

----NET: Dissatisfied
-%-%-%-%

Columns Tested: a,b

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A93  Thinking about contacting QV4a Other (3rd) with a service query, request or complaint, and your experiences in the last six months, please rate QV4a
Other (3rd) on the following aspects)
Base: All of the respondents who have contacted QV4a Other (3rd) with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
1411313-41112119Unweighted total
18**113-71122*20Weighted total

--*----------*Very Dissatisfied
-%-%100%-%-%-%-%-%-%-%-%-%-%2%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
4----2-2-----4Dissatisfied

22%-%-%-%-%50%-%32%-%-%-%-%-%20%

5------21--1-5Fairly Satisfied
27%-%-%-%-%-%-%32%100%-%-%88%-%25%

4*-*-*-*-12--5Very Satisfied
22%100%-%45%-%6%-%3%-%100%100%-%-%24%

Have not Contacted / Not
Applicable (DO NOT READ

5--*11-2---**6OUT)
29%-%-%11%100%45%-%32%-%-%-%12%100%27%

Don't Know / (DO NOT
---*---------*READ OUT)
-%-%-%44%-%-%-%-%-%-%-%-%-%2%

9*-*-*-31121-10NET: Satisfied
49%100%-%45%-%6%-%35%100%100%100%88%-%49%

--*----------*NET: Dissatisfied
-%-%100%-%-%-%-%-%-%-%-%-%-%2%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A94  Thinking about contacting QV4a Other (2nd) with a service query, request or complaint, and your experiences in the last six months, please rate QV4a
Other (2nd) on the following aspects)
Base: All of the respondents who have contacted QV4b Other (1st) with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
9105-32146172-2-19Unweighted total
7131-**198261-1-20Weighted total

*-----*---*---*Very Dissatisfied
6%-%-%-%-%-%2%-%-%-%50%-%-%-%2%

---------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
4-----42-2----4Dissatisfied

55%-%-%-%-%-%21%30%-%25%-%-%-%-%20%

14----5--4----5Fairly Satisfied
17%29%-%-%-%-%26%-%-%55%-%-%-%-%25%

14*-**44-1----5Very Satisfied
12%31%43%-%38%50%23%46%-%19%-%-%-%-%24%

Have not Contacted / Not
Applicable (DO NOT READ

*51-**522---1-6OUT)
4%40%57%-%62%50%26%23%100%-%-%-%100%-%27%

Don't Know / (DO NOT
*-----*---*---*READ OUT)
6%-%-%-%-%-%2%-%-%-%50%-%-%-%2%

28*-**104-5----10NET: Satisfied
29%60%43%-%38%50%49%46%-%75%-%-%-%-%49%

*-----*---*---*NET: Dissatisfied
6%-%-%-%-%-%2%-%-%-%50%-%-%-%2%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A94  Thinking about contacting QV4a Other (2nd) with a service query, request or complaint, and your experiences in the last six months, please rate QV4a
Other (2nd) on the following aspects)
Base: All of the respondents who have contacted QV4b Other (1st) with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
-1-22461351136-32719Unweighted total
-*-21281532155-43720Weighted total

----*--*--*----**Very Dissatisfied
-%-%-%-%80%-%-%3%-%-%3%-%-%-%-%6%2%

-----------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
------44--4--22-4Dissatisfied
-%-%-%-%-%-%47%27%-%-%27%-%-%59%58%-%20%

---1--141-41--115Fairly Satisfied
-%-%-%50%-%-%17%24%51%-%24%28%-%-%42%22%25%

-----2141-41-*-25Very Satisfied
-%-%-%-%-%81%7%26%30%-%26%17%-%5%-%31%24%

Have not Contacted / Not
Applicable (DO NOT READ

-*-1*-23*232-1-26OUT)
-%100%-%50%20%-%28%20%4%100%20%47%-%37%-%35%27%

Don't Know / (DO NOT
-----*--*--*---**READ OUT)
-%-%-%-%-%19%-%-%15%-%-%8%-%-%-%6%2%

---1-2282-82-*1410NET: Satisfied
-%-%-%50%-%81%25%50%81%-%50%45%-%5%42%53%49%

----*--*--*----**NET: Dissatisfied
-%-%-%-%80%-%-%3%-%-%3%-%-%-%-%6%2%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A94  Thinking about contacting QV4a Other (2nd) with a service query, request or complaint, and your experiences in the last six months, please rate QV4a
Other (2nd) on the following aspects)
Base: All of the respondents who have contacted QV4b Other (1st) with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
217-1099103312919Unweighted total
219-101011104313720Weighted total

-*--*-*----**Very Dissatisfied
-%2%-%-%4%-%5%-%-%-%-%6%2%

-------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-4-2222-2--24Dissatisfied
-%21%-%23%16%22%17%-%53%-%-%33%20%

-5-14324---15Fairly Satisfied
-%27%-%12%38%25%25%95%-%-%-%21%25%

-5-4*41*1-315Very Satisfied
-%26%-%44%4%37%9%5%40%-%100%12%24%

Have not Contacted / Not
Applicable (DO NOT READ

24-2424-*1-26OUT)
100%21%-%17%38%16%40%-%6%100%-%21%27%

Don't Know / (DO NOT
-*-*--*----**READ OUT)
-%2%-%4%-%-%5%-%-%-%-%6%2%

-10-647341-3210NET: Satisfied
-%53%-%56%42%62%34%100%40%-%100%33%49%

-*--*-*----**NET: Dissatisfied
-%2%-%-%4%-%5%-%-%-%-%6%2%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A94  Thinking about contacting QV4a Other (2nd) with a service query, request or complaint, and your experiences in the last six months, please rate QV4a
Other (2nd) on the following aspects)
Base: All of the respondents who have contacted QV4b Other (1st) with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
219144-149106151271285519Unweighted total
320143-1571251684884620Weighted total

-**--*********--*Very Dissatisfied
-%2%3%-%-%3%6%3%9%3%5%11%5%5%-%-%2%

-----------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-44--424-4----224Dissatisfied
-%20%29%-%-%28%32%32%-%25%-%-%-%-%40%36%20%

254--514-51114--5Fairly Satisfied
92%25%26%-%-%35%16%29%-%32%14%32%14%44%-%-%25%

-523-212342*241-5Very Satisfied
-%24%15%82%-%14%19%13%55%28%30%5%30%49%21%-%24%

Have not Contacted / Not
Applicable (DO NOT READ

*63*-32312424*146OUT)
8%27%23%6%-%21%21%22%28%12%46%40%46%2%29%64%27%

Don't Know / (DO NOT
-***--*-*-***-*-*READ OUT)
-%2%3%13%-%-%6%-%9%-%5%11%5%-%10%-%2%

21063-7353941481-10NET: Satisfied
92%49%41%82%-%49%36%42%55%60%44%37%44%92%21%-%49%

-**--*********--*NET: Dissatisfied
-%2%3%-%-%3%6%3%9%3%5%11%5%5%-%-%2%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A94  Thinking about contacting QV4a Other (2nd) with a service query, request or complaint, and your experiences in the last six months, please rate QV4a
Other (2nd) on the following aspects)
Base: All of the respondents who have contacted QV4b Other (1st) with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
110751810-191819171914-181519Unweighted total
*8115187-201820182014-271520Weighted total

-*-***-******---**Very Dissatisfied
-%5%-%9%2%6%-%2%2%2%2%2%3%-%-%-%3%2%

------------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-22242-444442-2-44Dissatisfied
-%20%21%51%22%22%-%20%22%20%23%20%17%-%100%-%27%20%

-14-51-555555--445Fairly Satisfied
-%15%34%-%28%20%-%25%28%25%28%25%35%-%-%51%25%25%

-23-22-555552--125Very Satisfied
-%28%22%-%14%22%-%24%27%24%27%24%18%-%-%21%17%24%

Have not Contacted / Not
Applicable (DO NOT READ

-33262-636364--246OUT)
-%32%23%40%31%25%-%27%18%27%17%27%27%-%-%22%26%27%

Don't Know / (DO NOT
*---**-*****---***READ OUT)

100%-%-%-%2%6%-%2%2%2%2%2%-%-%-%6%3%2%

-36-83-10101010108--5610NET: Satisfied
-%42%56%-%42%41%-%49%55%49%56%49%53%-%-%72%42%49%

-*-***-******---**NET: Dissatisfied
-%5%-%9%2%6%-%2%2%2%2%2%3%-%-%-%3%2%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A94  Thinking about contacting QV4a Other (2nd) with a service query, request or complaint, and your experiences in the last six months, please rate QV4a
Other (2nd) on the following aspects)
Base: All of the respondents who have contacted QV4b Other (1st) with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
136125-11-19910112619Unweighted total
138136-13-2081293920Weighted total

-**--*-**-*--*Very Dissatisfied
-%6%3%-%-%3%-%2%5%-%5%-%-%2%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-422-2-4-4--44Dissatisfied
-%53%18%28%-%19%-%20%-%32%-%-%46%20%

415--4-5144-15Fairly Satisfied
28%19%39%-%-%30%-%25%18%29%39%-%17%25%

5-23-2-5141315Very Satisfied
38%-%18%44%-%18%-%24%10%33%12%100%14%24%

Have not Contacted / Not
Applicable (DO NOT READ

4231-4-65*4-16OUT)
30%22%21%21%-%29%-%27%66%2%45%-%17%27%

Don't Know / (DO NOT
*--*---*-*--**READ OUT)
3%-%-%7%-%-%-%2%-%4%-%-%5%2%

8173-6-102853310NET: Satisfied
66%19%57%44%-%49%-%49%29%62%51%100%31%49%

-**--*-**-*--*NET: Dissatisfied
-%6%3%-%-%3%-%2%5%-%5%-%-%2%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A94  Thinking about contacting QV4a Other (2nd) with a service query, request or complaint, and your experiences in the last six months, please rate QV4a
Other (2nd) on the following aspects)
Base: All of the respondents who have contacted QV4b Other (1st) with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthother main provider

DecNovOctJunMayAprDissatisfiedSatisfiedTOTAL

*c*b*a*c*b*a*b*aSignificance Level: 95%
53361111619Unweighted total
75331121620Weighted total

---*----*Very Dissatisfied
-%-%-%14%-%-%-%-%2%

---------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
2--2--224Dissatisfied

35%-%-%53%-%-%100%10%20%

12--1--45Fairly Satisfied
22%46%-%-%100%-%-%22%25%

131*---55Very Satisfied
19%54%21%6%-%-%-%30%24%

Have not Contacted / Not
Applicable (DO NOT READ

2-2*-1-66OUT)
24%-%79%13%-%100%-%35%27%

Don't Know / (DO NOT
---*---**READ OUT)
-%-%-%14%-%-%-%3%2%

351*1--810NET: Satisfied
41%100%21%6%100%-%-%52%49%

---*----*NET: Dissatisfied
-%-%-%14%-%-%-%-%2%

Columns Tested: a,b - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A94  Thinking about contacting QV4a Other (2nd) with a service query, request or complaint, and your experiences in the last six months, please rate QV4a
Other (2nd) on the following aspects)
Base: All of the respondents who have contacted QV4b Other (1st) with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
5---1--21--1-5Unweighted total
9---1--51--1-9Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
2------2-----2Dissatisfied

27%-%-%-%-%-%-%50%-%-%-%-%-%27%

--------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

6---1--21--1-6Very Satisfied
73%-%-%-%100%-%-%50%100%-%-%100%-%73%

Have not Contacted / Not
Applicable (DO NOT READ

--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

6---1--21--1-6NET: Satisfied
73%-%-%-%100%-%-%50%100%-%-%100%-%73%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A95  Thinking about contacting QV4a Other (2nd) with a service query, request or complaint, and your experiences in the last six months, please rate QV4a
Other (2nd) on the following aspects)
Base: All of the respondents who have contacted QV4b Other (2nd) with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
23----51-3----5Unweighted total
45----92-5----9Weighted total

---------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-2----2--2----2Dissatisfied
-%47%-%-%-%-%27%-%-%49%-%-%-%-%27%

---------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

43----62-2----6Very Satisfied
100%53%-%-%-%-%73%100%-%51%-%-%-%-%73%

Have not Contacted / Not
Applicable (DO NOT READ

---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
---------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

43----62-2----6NET: Satisfied
100%53%-%-%-%-%73%100%-%51%-%-%-%-%73%

---------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
Table 144  (continuation)                                                                                                                                                                      Page 1338

The staff being polite and courteous (QOP3A95  Thinking about contacting QV4a Other (2nd) with a service query, request or complaint, and your experiences in the last six months, please rate QV4a
Other (2nd) on the following aspects)
Base: All of the respondents who have contacted QV4b Other (2nd) with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
---1--341-41-1-25Unweighted total
---1--571-71-2-39Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-------2--2-----2Dissatisfied
-%-%-%-%-%-%-%33%-%-%33%-%-%-%-%-%27%

-----------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---1--551-51-2-36Very Satisfied
-%-%-%100%-%-%100%67%100%-%67%100%-%100%-%100%73%

Have not Contacted / Not
Applicable (DO NOT READ

-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
-----------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---1--551-51-2-36NET: Satisfied
-%-%-%100%-%-%100%67%100%-%67%100%-%100%-%100%73%

-----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A95  Thinking about contacting QV4a Other (2nd) with a service query, request or complaint, and your experiences in the last six months, please rate QV4a
Other (2nd) on the following aspects)
Base: All of the respondents who have contacted QV4b Other (2nd) with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
-5-23321-1125Unweighted total
-9-45542-1149Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-2--2-22----2Dissatisfied
-%27%-%-%47%-%66%100%-%-%-%-%27%

-------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-6-4351--1146Very Satisfied
-%73%-%100%53%100%34%-%-%100%100%100%73%

Have not Contacted / Not
Applicable (DO NOT READ

-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
-------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-6-4351--1146NET: Satisfied
-%73%-%100%53%100%34%-%-%100%100%100%73%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
Table 144  (continuation)                                                                                                                                                                      Page 1340

The staff being polite and courteous (QOP3A95  Thinking about contacting QV4a Other (2nd) with a service query, request or complaint, and your experiences in the last six months, please rate QV4a
Other (2nd) on the following aspects)
Base: All of the respondents who have contacted QV4b Other (2nd) with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
253--524-52123-15Unweighted total
496--947-92125-29Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
222--2-2-2---2--2Dissatisfied

66%27%40%-%-%27%-%33%-%27%-%-%-%49%-%-%27%

-----------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

164--645-62122-26Very Satisfied
34%73%60%-%-%73%100%67%-%73%100%100%100%51%-%100%73%

Have not Contacted / Not
Applicable (DO NOT READ

-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
-----------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

164--645-62122-26NET: Satisfied
34%73%60%-%-%73%100%67%-%73%100%100%100%51%-%100%73%

-----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
Table 144  (continuation)                                                                                                                                                                      Page 1341

The staff being polite and courteous (QOP3A95  Thinking about contacting QV4a Other (2nd) with a service query, request or complaint, and your experiences in the last six months, please rate QV4a
Other (2nd) on the following aspects)
Base: All of the respondents who have contacted QV4b Other (2nd) with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
-14253-555555--345Unweighted total
-17494-999999--579Weighted total

------------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--2-2--222222--222Dissatisfied
-%-%32%-%27%-%-%27%27%27%27%27%27%-%-%49%32%27%

------------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-15464-666666--256Very Satisfied
-%100%68%100%73%100%-%73%73%73%73%73%73%-%-%51%68%73%

Have not Contacted / Not
Applicable (DO NOT READ

------------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
------------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-15464-666666--256NET: Satisfied
-%100%68%100%73%100%-%73%73%73%73%73%73%-%-%51%68%73%

------------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
Table 144  (continuation)                                                                                                                                                                      Page 1342

The staff being polite and courteous (QOP3A95  Thinking about contacting QV4a Other (2nd) with a service query, request or complaint, and your experiences in the last six months, please rate QV4a
Other (2nd) on the following aspects)
Base: All of the respondents who have contacted QV4b Other (2nd) with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
3241-4-5232-35Unweighted total
5471-7-9364-59Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
2-2--2-2-22--2Dissatisfied

49%-%32%-%-%32%-%27%-%40%66%-%-%27%

--------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2451-5-6341-56Very Satisfied
51%100%68%100%-%68%-%73%100%60%34%-%100%73%

Have not Contacted / Not
Applicable (DO NOT READ

--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2451-5-6341-56NET: Satisfied
51%100%68%100%-%68%-%73%100%60%34%-%100%73%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
Table 144  (continuation)                                                                                                                                                                      Page 1343

The staff being polite and courteous (QOP3A95  Thinking about contacting QV4a Other (2nd) with a service query, request or complaint, and your experiences in the last six months, please rate QV4a
Other (2nd) on the following aspects)
Base: All of the respondents who have contacted QV4b Other (2nd) with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthother main provider

DecNovOctJunDissatisfiedSatisfiedTOTAL

*c*b*a*a*b*aSignificance Level: 95%
2111135Unweighted total
4211259Weighted total

-------Very Dissatisfied
-%-%-%-%-%-%-%

-------Fairly Dissatisfied
-%-%-%-%-%-%-%

Neither Satisfied Nor
-2---22Dissatisfied
-%100%-%-%-%49%27%

-------Fairly Satisfied
-%-%-%-%-%-%-%

4-11226Very Satisfied
100%-%100%100%100%51%73%

Have not Contacted / Not
Applicable (DO NOT READ

-------OUT)
-%-%-%-%-%-%-%

Don't Know / (DO NOT
-------READ OUT)
-%-%-%-%-%-%-%

4-11226NET: Satisfied
100%-%100%100%100%51%73%

-------NET: Dissatisfied
-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c

Ofcom; Business Postal Tracker
Table 144  (continuation)                                                                                                                                                                      Page 1344

The staff being polite and courteous (QOP3A95  Thinking about contacting QV4a Other (2nd) with a service query, request or complaint, and your experiences in the last six months, please rate QV4a
Other (2nd) on the following aspects)
Base: All of the respondents who have contacted QV4b Other (2nd) with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
67109981341251064595Unweighted total
7333481251846105583Weighted total

7-*-13-2-----8Very Dissatisfied
10%-%16%-%16%28%-%14%-%-%-%-%-%9%

3*1--2------14Fairly Dissatisfied
4%15%22%-%-%13%-%-%-%-%-%-%30%5%

Neither Satisfied Nor
151*-33*71*--*16Dissatisfied
21%17%4%-%35%28%3%40%30%4%-%-%4%19%

21-1113352221223Fairly Satisfied
29%-%20%24%18%26%52%29%40%26%24%31%37%28%

252131*231483130Very Satisfied
34%68%20%65%16%2%45%18%30%70%76%69%30%36%

Don't Know / (DO NOT
2-**1*-------2READ OUT)
2%-%18%11%16%3%-%-%-%-%-%-%-%3%

46214335836105353NET: Satisfied
63%68%40%89%34%28%97%46%70%96%100%100%67%64%

10*1-15-2----112NET: Dissatisfied
14%15%38%-%16%41%-%14%-%-%-%-%30%14%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
Table 145                                                                                                                                                                                      Page 1345

QOP3A. ALL PROVIDERS OTHER THAN RM. Thinking about contacting [QV4 provider] with a service query, request or complaint, and your experiences in the last six months, please rate [QV4 provider] on The
staff being polite and courteous.)
Base: All of the respondents who have contacted [QV4 provider] with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

bae*d*c*ba*g*fe*d*c*b*aSignificance Level: 95%
514436662459251374-24295Unweighted total
443971147625*383-13283Weighted total

44*--*72-3*-2-8Very Dissatisfied
9%10%3%-%-%4%10%6%-%8%17%-%19%-%9%

4-*--*41-*--2*4Fairly Dissatisfied
10%-%2%-%-%2%5%6%-%1%-%-%14%28%5%

a

Neither Satisfied Nor
791**1156*61-2-16Dissatisfied

16%22%18%34%21%14%19%22%100%17%49%-%17%-%19%

11122*11217-10--4-23Fairly Satisfied
25%31%32%20%46%32%27%29%-%28%-%-%30%-%28%

161431*2279-16*-2130Very Satisfied
36%36%39%46%33%39%36%36%-%41%17%-%18%72%36%

Don't Know / (DO NOT
2**--*2*-2*-*-2READ OUT)
5%1%5%-%-%8%3%1%-%4%17%-%2%-%3%

262751134816-26*-6153NET: Satisfied
61%67%72%66%79%72%63%65%-%69%17%-%48%72%64%

84*--*113-4*-4*12NET: Dissatisfied
18%10%4%-%-%7%15%12%-%9%17%-%33%28%14%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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QOP3A. ALL PROVIDERS OTHER THAN RM. Thinking about contacting [QV4 provider] with a service query, request or complaint, and your experiences in the last six months, please rate [QV4 provider] on The
staff being polite and courteous.)
Base: All of the respondents who have contacted [QV4 provider] with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*ac*b*ab*a*d*c*baSignificance Level: 95%
-9881223277223-7223718123195Unweighted total
-2251113375825-582511283483Weighted total

---*3-562-62--248Very Dissatisfied
-%-%-%4%25%-%12%10%7%-%10%7%-%-%23%12%9%

--*--2-22-22-**24Fairly Dissatisfied
-%-%28%-%-%17%-%4%8%-%4%8%-%1%6%6%5%

Neither Satisfied Nor
-*1**28133-133*32316Dissatisfied
-%24%30%9%3%12%21%22%11%-%22%11%36%22%21%9%19%

-1-13212158-158*52823Fairly Satisfied
-%34%-%27%24%17%31%26%30%-%26%30%33%39%21%23%28%

-11157132010-2010*421530Very Satisfied
-%42%42%27%46%49%35%34%40%-%34%40%31%35%24%45%36%

Don't Know / (DO NOT
---2*1-21-21-**22READ OUT)
-%-%-%33%2%5%-%3%2%-%3%2%-%3%6%5%3%

-11389253518-35181942353NET: Satisfied
-%76%42%55%71%66%67%61%71%-%61%71%64%74%44%68%64%

--**32584-84-*2612NET: Dissatisfied
-%-%28%4%25%17%12%13%16%-%13%16%-%1%29%18%14%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
Table 145  (continuation)                                                                                                                                                                      Page 1347

QOP3A. ALL PROVIDERS OTHER THAN RM. Thinking about contacting [QV4 provider] with a service query, request or complaint, and your experiences in the last six months, please rate [QV4 provider] on The
staff being polite and courteous.)
Base: All of the respondents who have contacted [QV4 provider] with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cb*ababa*e*d*c*baSignificance Level: 95%
986-50453857161215133795Unweighted total
479-4043364714712123783Weighted total

-8-4425-22128Very Dissatisfied
-%10%-%10%8%7%11%-%22%20%10%6%9%

-4-3131--2-14Fairly Dissatisfied
-%5%-%8%2%9%2%-%-%18%-%4%5%

Neither Satisfied Nor
115-510511622*516Dissatisfied

21%19%-%13%25%14%23%45%28%15%3%14%19%

221-121110134-251223Fairly Satisfied
40%27%-%29%26%28%27%32%-%13%41%33%28%

129-1515151533361530Very Satisfied
34%36%-%37%36%42%32%23%47%23%46%41%36%

Don't Know / (DO NOT
*2-11*2-*1-12READ OUT)
5%3%-%3%3%1%5%-%3%10%-%3%3%

350-27262627734112753NET: Satisfied
74%63%-%66%62%70%59%55%47%37%87%73%64%

-12-7466-251412NET: Dissatisfied
-%15%-%18%10%15%13%-%22%38%10%10%14%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
Table 145  (continuation)                                                                                                                                                                      Page 1348

QOP3A. ALL PROVIDERS OTHER THAN RM. Thinking about contacting [QV4 provider] with a service query, request or complaint, and your experiences in the last six months, please rate [QV4 provider] on The
staff being polite and courteous.)
Base: All of the respondents who have contacted [QV4 provider] with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cba*c*bagfedcbac*baSignificance Level: 95%
37896618-756163318677587141203295Unweighted total
21776215-675057127954334935172883Weighted total

163*-7461644426*8Very Dissatisfied
6%8%5%1%-%11%8%10%5%7%8%13%9%5%33%1%9%

*34--434144232-24Fairly Dissatisfied
1%3%6%-%-%6%5%7%8%5%8%6%6%6%-%8%5%

Neither Satisfied Nor
515133-1281221575655616Dissatisfied

25%19%20%21%-%18%16%21%13%20%13%16%12%15%27%21%19%

422173-2015141231361385923Fairly Satisfied
20%29%28%17%-%30%30%25%7%29%24%17%26%24%27%31%28%

eeeee

930249-2120197292314211621030Very Satisfied
41%38%38%58%-%32%39%34%59%37%43%41%43%47%10%37%36%

df

Don't Know / (DO NOT
121*-212122221*12READ OUT)
7%3%2%3%-%3%2%3%8%2%5%6%5%3%3%3%3%

13524111-4235338523619332561953NET: Satisfied
62%67%66%75%-%62%69%59%66%66%67%58%69%71%37%67%64%

197*-11792986746212NET: Dissatisfied
6%11%11%1%-%16%14%17%13%12%16%19%14%10%33%9%14%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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QOP3A. ALL PROVIDERS OTHER THAN RM. Thinking about contacting [QV4 provider] with a service query, request or complaint, and your experiences in the last six months, please rate [QV4 provider] on The
staff being polite and courteous.)
Base: All of the respondents who have contacted [QV4 provider] with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*cbacba*fedcbac*b*abaSignificance Level: 95%
85235389364-959094919466112476595Unweighted total
34437227953-83798279826517345883Weighted total

-62*85-888886-2348Very Dissatisfied
-%14%5%2%10%10%-%9%10%9%10%9%9%-%24%8%6%9%

-4*143-444444-*124Fairly Dissatisfied
-%9%1%3%5%6%-%5%5%5%5%5%6%-%2%3%3%5%

Neither Satisfied Nor
2773157-161515131510-371416Dissatisfied

67%15%20%14%18%13%-%19%18%18%17%18%16%-%45%20%23%19%

*91362312-232123212321-*101523Fairly Satisfied
7%22%36%28%29%23%-%28%27%28%27%28%33%-%2%30%26%28%

*1614112823-30303030302112112330Very Satisfied
4%37%37%48%35%44%-%36%37%37%38%37%33%100%27%33%40%36%

Don't Know / (DO NOT
12*122-222222--212READ OUT)

23%4%1%6%3%4%-%3%3%3%3%3%3%-%-%6%2%3%

*2627175135-53515351534212213853NET: Satisfied
11%59%74%75%64%67%-%64%64%65%65%65%66%100%29%63%66%64%

-1021128-121212121210-24512NET: Dissatisfied
-%22%6%5%15%16%-%14%15%14%15%14%15%-%26%11%9%14%

a
Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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QOP3A. ALL PROVIDERS OTHER THAN RM. Thinking about contacting [QV4 provider] with a service query, request or complaint, and your experiences in the last six months, please rate [QV4 provider] on The
staff being polite and courteous.)
Base: All of the respondents who have contacted [QV4 provider] with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

bab*a*ba*ba*bac*baSignificance Level: 95%
45506026857392257049133395Unweighted total
41425326853182216238123383Weighted total

3544-5-8432428Very Dissatisfied
7%11%7%16%-%9%-%9%19%6%4%35%5%9%

144*22-4222-24Fairly Dissatisfied
1%9%7%2%22%4%-%5%9%4%6%-%6%5%

Neither Satisfied Nor
511123210-161148-816Dissatisfied

12%26%22%13%22%19%-%19%7%23%20%-%25%19%

1112166*16-23716131923Fairly Satisfied
27%29%29%22%2%31%-%28%31%27%34%8%27%28%

201018104181296241371030Very Satisfied
49%24%34%41%54%34%100%36%28%39%34%57%31%36%

a

Don't Know / (DO NOT
2112-2-2111-22READ OUT)
4%2%1%6%-%3%-%3%6%2%2%-%6%3%

3122341643415213402681953NET: Satisfied
75%53%64%63%57%65%100%64%59%65%69%65%58%64%

a

387527-126644412NET: Dissatisfied
8%20%14%18%22%13%-%14%28%9%10%35%11%14%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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QOP3A. ALL PROVIDERS OTHER THAN RM. Thinking about contacting [QV4 provider] with a service query, request or complaint, and your experiences in the last six months, please rate [QV4 provider] on The
staff being polite and courteous.)
Base: All of the respondents who have contacted [QV4 provider] with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthMonthother main provider

DecNovOctJunMayAprMarFebJanDissatisfiedSatisfiedTOTAL

*c*b*a*c*b*a*c*b*a*baSignificance Level: 95%
2011131426713967595Unweighted total
281481023666116483Weighted total

--12--22-358Very Dissatisfied
-%-%18%21%-%-%37%26%-%23%7%9%

-*1---2**134Fairly Dissatisfied
-%1%19%-%-%-%26%7%7%13%4%5%

Neither Satisfied Nor
47*2-12**21116Dissatisfied

13%52%5%19%-%24%26%3%2%21%17%19%

842*2-*2521923Fairly Satisfied
29%27%20%4%100%-%3%32%81%21%30%28%

16334-212-22530Very Satisfied
57%21%37%38%-%69%9%32%-%21%39%36%

Don't Know / (DO NOT
---2-*--1-22READ OUT)
-%-%-%17%-%8%-%-%10%-%4%3%

247442214554453NET: Satisfied
87%47%57%42%100%69%11%64%81%42%69%64%

-*32--42*4712NET: Dissatisfied
-%1%37%21%-%-%63%33%7%36%11%14%

Columns Tested: a,b - a,b,c - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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QOP3A. ALL PROVIDERS OTHER THAN RM. Thinking about contacting [QV4 provider] with a service query, request or complaint, and your experiences in the last six months, please rate [QV4 provider] on The
staff being polite and courteous.)
Base: All of the respondents who have contacted [QV4 provider] with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



QV4b OtherQV4b OtherQV4a OtherQV4a OtherTNT PostTNTPitneyDXFedExHermesParcelforceYodelUPSUK MailTNTDHL
(2nd)(1st)(3rd)(1st)UKExpressBowes

*p*o*n*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
51913251514112282041412Unweighted total
920*424*31415206181914Weighted total

-*---2---2-12---Very Dissatisfied
-%2%-%-%-%41%-%-%-%11%-%22%13%-%-%-%

----------*12--*Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%2%23%10%-%-%3%

Neither Satisfied Nor
24-*---1322-*--*Dissatisfied

27%20%-%12%-%-%-%19%21%16%12%-%2%-%-%2%

-5---*-*144-4132Fairly Satisfied
-%25%-%-%-%4%-%7%5%27%18%-%20%51%35%13%

65---1-265211*1*Very Satisfied
73%24%-%-%-%13%-%74%41%36%10%11%4%33%11%1%

Have not Contacted / Not
Applicable (DO NOT READ

-6*322*-511237*411OUT)
-%27%100%88%100%41%100%-%33%10%58%44%42%16%50%80%

Don't Know / (DO NOT
-*----------2-*-READ OUT)
-%2%-%-%-%-%-%-%-%-%-%-%9%-%4%-%

610---1-369614142NET: Satisfied
73%49%-%-%-%18%-%81%46%63%28%11%24%84%46%15%

-*---2---2*34--*NET: Dissatisfied
-%2%-%-%-%41%-%-%-%11%2%45%23%-%-%3%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m,n,o,p

Ofcom; Business Postal Tracker
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QOP3A. SUMMARY. Thinking about contacting [QV4 provider] with a service query, request or complaint, and your experiences in the last six months, please rate [QV4 provider] on The staff being polite
and courteous.)
Base: All of the respondents who have contacted [QV4 provider] with a complaint

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
2822361473222135Unweighted total
371*14*7122153238Weighted total

*----*-------*Very low
1%-%-%-%-%100%-%-%-%-%-%-%-%1%

--*----------*Quite low
-%-%47%-%-%-%-%-%-%-%-%-%-%*%

11-*1--------2Neither low nor high
4%100%-%44%32%-%-%-%-%-%-%-%-%6%

25-**3-5102-22225Quite high
67%-%53%44%68%-%68%77%100%-%50%53%100%66%

8--*--23-1-1-8Very high
22%-%-%11%-%-%32%23%-%100%-%47%-%21%

Don't Know (DO NOT READ
2---------2--2OUT)
6%-%-%-%-%-%-%-%-%-%50%-%-%6%

33-*13-7122123233NET: High
89%-%53%56%68%-%100%100%100%100%50%100%100%87%

*-*--*-------*NET: Low
1%-%47%-%-%100%-%-%-%-%-%-%-%1%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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The quality of the mail services provided by DHL in the last 12 months (QOP42. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate DHL on each of the following aspects:)
Base: All of the respondents who use DHL and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
2114144372115-71-10135Unweighted total
211721113620-81-8138Weighted total

-**--*------*-*Very low
-%1%9%-%-%20%-%-%-%-%-%-%3%-%1%

*-*--*-*------*Quite low
*%-%4%-%-%10%-%*%-%-%-%-%-%-%*%

12*-**2*-2--*-2Neither low nor high
4%10%12%-%33%11%6%2%-%21%-%-%4%-%6%

17811**2414-6--5-25Quite high
80%47%47%78%33%29%67%73%-%77%-%-%60%-%66%

351***73-*1-318Very high
15%28%28%22%33%30%21%13%-%2%100%-%33%100%21%

Don't Know (DO NOT READ
-2----22------2OUT)
-%14%-%-%-%-%7%12%-%-%-%-%-%-%6%

201321*13217-61-7133NET: High
96%76%75%100%67%59%88%85%-%79%100%-%94%100%87%

***--*-*----*-*NET: Low
*%1%13%-%-%30%-%*%-%-%-%-%3%-%1%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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The quality of the mail services provided by DHL in the last 12 months (QOP42. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate DHL on each of the following aspects:)
Base: All of the respondents who use DHL and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
-315591216163161941021035Unweighted total
-1*5482012234122711421638Weighted total

----*--*--*--*--*Very low
-%-%-%-%5%-%-%2%-%-%2%-%-%1%-%-%1%

---*---*--*-----*Quite low
-%-%-%2%-%-%-%1%-%-%1%-%-%-%-%-%*%

--***-211*12*-*22Neither low nor high
-%-%100%3%3%-%8%6%5%11%6%6%45%-%22%10%6%

-*-345135164520*102925Quite high
-%38%-%50%92%63%68%46%71%89%46%74%28%71%78%54%66%

-*---3535-35*1-68Very high
-%62%-%-%-%37%24%25%23%-%25%20%28%11%-%36%21%

Don't Know (DO NOT READ
---2---2--2--2--2OUT)
-%-%-%45%-%-%-%20%-%-%20%-%-%17%-%-%6%

-1-348188214825*1121533NET: High
-%100%-%50%92%100%92%71%95%89%71%94%55%82%78%90%87%

---**--*--*--*--*NET: Low
-%-%-%2%5%-%-%3%-%-%3%-%-%1%-%-%1%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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The quality of the mail services provided by DHL in the last 12 months (QOP42. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate DHL on each of the following aspects:)
Base: All of the respondents who use DHL and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cb*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
134-1916132222731935Unweighted total
*38-211811273*712438Weighted total

*--*-*--*---*Very low
100%-%-%1%-%2%-%-%52%-%-%-%1%

-*--*-*--*--*Quite low
-%*%-%-%1%-%*%-%-%1%-%-%*%

-2-11*2*-**22Neither low nor high
-%6%-%7%5%2%8%7%-%7%21%7%6%

-25-15107182-1*1725Quite high
-%66%-%72%58%61%68%93%-%20%79%71%66%

-8-4444-*3-58Very high
-%21%-%20%23%35%15%-%48%37%-%22%21%

Don't Know (DO NOT READ
-2--2-2--2--2OUT)
-%6%-%-%13%-%9%-%-%35%-%-%6%

-33-191411222*4*2333NET: High
-%87%-%92%81%96%83%93%48%57%79%93%87%

**-****-**--*NET: Low
100%*%-%1%1%2%*%-%52%1%-%-%1%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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The quality of the mail services provided by DHL in the last 12 months (QOP42. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate DHL on each of the following aspects:)
Base: All of the respondents who use DHL and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*cb*a*c*b*a*g*f*edc*ba*c*b*aSignificance Level: 95%
10342414-1923131130342934942235Unweighted total

6382515-20201112293628361172138Weighted total

***--***-****--**Very low
3%1%1%-%-%1%1%2%-%1%1%1%1%-%-%1%1%

-*-*--*--**-**--*Quite low
-%*%-%1%-%-%*%-%-%*%*%-%*%1%-%-%*%

222*-21212212*-22Neither low nor high
30%5%9%3%-%10%4%17%5%8%7%4%7%4%-%9%6%

*251211-11133716231823171725Quite high
5%66%48%70%-%56%66%24%54%54%63%66%63%14%100%81%66%

2884-464388686-28Very high
26%21%33%26%-%21%29%36%21%28%23%21%23%59%-%9%21%

Don't Know (DO NOT READ
222--2-2222222--2OUT)

36%6%10%-%-%12%-%21%19%8%7%9%7%22%-%-%6%

2332015-15197924312431871933NET: High
31%88%80%97%-%77%95%60%75%82%86%86%86%72%100%90%87%

****-***-*****-**NET: Low
3%1%1%1%-%1%1%2%-%1%1%1%1%1%-%1%1%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The quality of the mail services provided by DHL in the last 12 months (QOP42. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate DHL on each of the following aspects:)
Base: All of the respondents who use DHL and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*cb*a*fedcbac*b*a*b*aSignificance Level: 95%
1268153225-353335333532-2232735Unweighted total
12612113627-383738373838-*243238Weighted total

--****-*****-----*Very low
-%-%2%2%1%1%-%1%1%1%1%1%-%-%-%-%-%1%

-*-***-***-**--*-*Quite low
-%*%-%1%*%*%-%*%*%*%-%*%*%-%-%*%-%*%

-21222-222222--212Neither low nor high
-%7%6%23%7%7%-%6%5%6%7%6%6%-%-%8%5%6%

116872518-252525252525-*132225Quite high
100%61%72%70%70%64%-%66%69%66%68%66%66%-%37%56%70%66%

-62*65-878788-*668Very high
-%22%21%4%16%19%-%21%19%21%18%21%21%-%63%26%18%21%

Don't Know (DO NOT READ
-2--22-222222--222OUT)
-%9%-%-%7%9%-%6%6%6%6%6%6%-%-%10%7%6%

1211183123-333233323333-*202833NET: High
100%84%93%75%86%83%-%87%87%87%87%87%87%-%100%82%88%87%

-*****-******--*-*NET: Low
-%*%2%3%1%1%-%1%1%1%1%1%*%-%-%*%-%1%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The quality of the mail services provided by DHL in the last 12 months (QOP42. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate DHL on each of the following aspects:)
Base: All of the respondents who use DHL and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

b*a*b*a*b*a*ba*b*a*c*b*aSignificance Level: 95%
305201452313410251921335Unweighted total
3361919624*38122621*1538Weighted total

-*-----*-*--**Very low
-%4%-%-%-%-%-%1%-%1%-%-%1%1%

*-*--*-**-*--*Quite low
*%-%*%-%-%*%-%*%1%-%*%-%-%*%

2*12-1-2*22-12Neither low nor high
6%8%4%9%-%3%-%6%4%8%9%-%4%6%

2321510118-255209*1425Quite high
70%42%79%52%22%73%-%66%45%75%42%63%93%66%

8*3526*8628**8Very high
24%3%17%26%40%23%100%21%51%7%38%37%1%21%

Don't Know (DO NOT READ
-2-22--2-22--2OUT)
-%42%-%13%38%-%-%6%-%9%11%-%-%6%

3131915424*33122216*1433NET: High
94%46%96%78%62%97%100%87%96%83%79%100%95%87%

***--*-****-**NET: Low
*%4%*%-%-%*%-%1%1%1%*%-%1%1%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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The quality of the mail services provided by DHL in the last 12 months (QOP42. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate DHL on each of the following aspects:)
Base: All of the respondents who use DHL and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthMonthother main provider

DecNovOctJunMayAprMarFebJanDissatisfiedSatisfiedTOTAL

*c*b*a*c*b*a*c*b*a*b*aSignificance Level: 95%
34231458512735Unweighted total
454421410523038Weighted total

-----*-----*Very low
-%-%-%-%-%21%-%-%-%-%-%1%

-----*----**Quite low
-%-%-%-%-%10%-%-%-%-%*%*%

-*-1---1*-22Neither low nor high
-%8%-%33%-%-%-%7%2%-%6%6%

42-22137522025Quite high
100%47%-%67%100%69%62%67%96%100%67%66%

-21---23*-88Very high
-%45%38%-%-%-%38%26%2%-%27%21%

Don't Know (DO NOT READ
--2--------2OUT)
-%-%62%-%-%-%-%-%-%-%-%6%

45122149522833NET: High
100%92%38%67%100%69%100%93%98%100%94%87%

-----*----**NET: Low
-%-%-%-%-%31%-%-%-%-%*%1%

Columns Tested: a,b - a,b,c - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The quality of the mail services provided by DHL in the last 12 months (QOP42. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate DHL on each of the following aspects:)
Base: All of the respondents who use DHL and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
1942-143223-2225Unweighted total
1511-115312-*217Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*-------*----*Quite low
1%-%-%-%-%-%-%-%16%-%-%-%-%1%

21---*--1*---2Neither low nor high
11%50%-%-%-%46%-%-%84%11%-%-%-%14%

7*--1-3*-1-*28Quite high
47%41%-%-%100%-%49%7%-%77%-%100%89%45%

3*1--*3--*--*4Very high
21%9%100%-%-%27%51%-%-%11%-%-%11%23%

Don't Know (DO NOT READ
3----*-3-----3OUT)

19%-%-%-%-%27%-%93%-%-%-%-%-%17%

1011-1*5*-1-*212NET: High
68%50%100%-%100%27%100%7%-%89%-%100%100%68%

*-------*----*NET: Low
1%-%-%-%-%-%-%-%16%-%-%-%-%1%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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The quality of the mail services provided by TNT in the last 12 months (QOP43. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate TNT on each of the following aspects:)
Base: All of the respondents who use TNT and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
101515249107142-9125Unweighted total

883*12143153-2117Weighted total

---------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*-*--*-*------*Quite low
3%-%9%-%-%14%-%6%-%-%-%-%-%-%1%

121-**2*-1--1-2Neither low nor high
7%20%24%-%55%18%12%10%-%30%-%-%29%-%14%

531*-*731**-*18Quite high
53%37%28%100%-%23%48%75%100%10%7%-%17%100%45%

311-*13*--3-1-4Very high
37%9%31%-%45%32%22%9%-%-%93%-%45%-%23%

Don't Know (DO NOT READ
-3*--*3--3--*-3OUT)
-%34%8%-%-%13%19%-%-%59%-%-%10%-%17%

842**11031*3-1112NET: High
91%46%59%100%45%56%70%84%100%10%100%-%62%100%68%

*-*--*-*------*NET: Low
3%-%9%-%-%14%-%6%-%-%-%-%-%-%1%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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The quality of the mail services provided by TNT in the last 12 months (QOP43. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate TNT on each of the following aspects:)
Base: All of the respondents who use TNT and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
-2416381681169661525Unweighted total
-*1*2112115111612*817Weighted total

-----------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----*---*--*----*Quite low
-%-%-%-%11%-%-%-%5%-%-%4%-%-%-%-%1%

-*-**1111-11*1-12Neither low nor high
-%50%-%100%6%78%10%9%28%-%9%22%30%51%-%15%14%

--1-1*533134***18Quite high
-%-%80%-%62%22%44%30%65%100%30%72%18%30%100%15%45%

-**-*-34*-4***-34Very high
-%50%20%-%11%-%25%35%2%-%35%2%52%7%-%38%23%

Don't Know (DO NOT READ
----*-33--3--*-33OUT)
-%-%-%-%10%-%22%27%-%-%27%-%-%13%-%33%17%

-*1-1*97317511*412NET: High
-%50%100%-%73%22%69%65%68%100%65%74%70%37%100%53%68%

----*---*--*----*NET: Low
-%-%-%-%11%-%-%-%5%-%-%4%-%-%-%-%1%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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The quality of the mail services provided by TNT in the last 12 months (QOP43. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate TNT on each of the following aspects:)
Base: All of the respondents who use TNT and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
322-1312817-2481125Unweighted total
116-107611-*17917Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-*--*-*----**Quite low
-%1%-%-%3%-%2%-%-%-%-%2%1%

*2-2*12--**12Neither low nor high
54%11%-%20%5%12%15%-%-%55%7%15%14%

-8-5335--*348Quite high
-%48%-%47%43%40%48%-%-%20%46%49%45%

*4-*4*4-**3*4Very high
23%23%-%3%50%3%35%-%50%25%47%4%23%

Don't Know (DO NOT READ
*3-3-3--*--33OUT)

23%17%-%30%-%45%-%-%50%-%-%30%17%

*11-5739-**6512NET: High
23%71%-%50%92%43%83%-%50%45%93%53%68%

-*--*-*----**NET: Low
-%1%-%-%3%-%2%-%-%-%-%2%1%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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The quality of the mail services provided by TNT in the last 12 months (QOP43. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate TNT on each of the following aspects:)
Base: All of the respondents who use TNT and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
823146-191913918221722761225Unweighted total
21494-131376101151165617Weighted total

-----------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*---*--*-*-**--*Quite low
-%2%-%-%-%2%-%-%4%-%2%-%2%4%-%-%1%

1211-121122121*12Neither low nor high
47%16%11%29%-%9%14%13%22%22%20%20%20%23%4%12%14%

*743-572438481428Quite high
21%53%48%67%-%38%57%35%69%35%67%66%67%20%94%35%45%

*43*-443*41113**4Very high
19%28%38%5%-%29%27%49%5%41%9%11%9%54%2%8%23%

Don't Know (DO NOT READ
***--3**-****--33OUT)

12%1%2%-%-%23%2%3%-%2%2%4%2%-%-%46%17%

11173-91165794954312NET: High
40%81%86%71%-%67%84%84%74%76%76%76%76%74%96%43%68%

-*---*--*-*-**--*NET: Low
-%2%-%-%-%2%-%-%4%-%2%-%2%4%-%-%1%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The quality of the mail services provided by TNT in the last 12 months (QOP43. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate TNT on each of the following aspects:)
Base: All of the respondents who use TNT and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
4138102417-242024222419-2171525Unweighted total
27821410-171314131416-*13717Weighted total

------------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*--**-******--***Quite low
-%3%-%-%2%2%-%1%2%2%2%2%1%-%-%2%3%1%

1*1122-222121-*122Neither low nor high
70%1%11%33%16%20%-%14%16%16%8%16%10%-%51%12%26%14%

*44184-768887-*728Quite high
24%49%47%36%54%37%-%44%50%54%59%54%48%-%49%59%24%45%

*3**11-411114--434Very high
6%46%6%21%9%11%-%23%10%9%8%9%24%-%-%28%47%23%

Don't Know (DO NOT READ
--3*33-333333----3OUT)
-%-%37%9%20%29%-%17%23%20%22%20%17%-%-%-%-%17%

174195-11799911-*11512NET: High
30%95%52%58%62%49%-%68%60%62%67%62%72%-%49%87%71%68%

-*--**-******--***NET: Low
-%3%-%-%2%2%-%1%2%2%2%2%1%-%-%2%3%1%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The quality of the mail services provided by TNT in the last 12 months (QOP43. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate TNT on each of the following aspects:)
Base: All of the respondents who use TNT and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
178166-16-25520133925Unweighted total
134133-15-17413511217Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*--*-*-*-**--*Quite low
2%-%-%6%-%1%-%1%-%2%5%-%-%1%

2*2*-1-21121-2Neither low nor high
15%10%13%5%-%10%-%14%27%9%36%78%-%14%

5352-7-8*72*58Quite high
38%71%42%70%-%46%-%45%4%60%44%22%47%45%

3*31-4-4311-34Very high
26%13%24%19%-%24%-%23%69%7%15%-%28%23%

Don't Know (DO NOT READ
3*3--3-3-3--33OUT)

20%6%21%-%-%18%-%17%-%23%-%-%25%17%

9383-10-12383*912NET: High
64%85%66%88%-%70%-%68%73%66%59%22%75%68%

*--*-*-*-**--*NET: Low
2%-%-%6%-%1%-%1%-%2%5%-%-%1%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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The quality of the mail services provided by TNT in the last 12 months (QOP43. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate TNT on each of the following aspects:)
Base: All of the respondents who use TNT and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthother main provider

JunMayAprMarFebJanDissatisfiedSatisfiedTOTAL

*c*b*a*c*b*a*b*aSignificance Level: 95%
641356-2025Unweighted total
37*115-1417Weighted total

---------Very low
-%-%-%-%-%-%-%-%-%

*------**Quite low
6%-%-%-%-%-%-%2%1%

1---1*-12Neither low nor high
35%-%-%-%59%10%-%6%14%

11-1*4-68Quite high
41%18%-%79%31%88%-%46%45%

13-***-44Very high
18%43%-%21%10%2%-%28%23%

Don't Know (DO NOT READ
-3*----33OUT)
-%40%100%-%-%-%-%19%17%

24-1*4-1012NET: High
59%60%-%100%41%90%-%74%68%

*------**NET: Low
6%-%-%-%-%-%-%2%1%

Columns Tested: a,b - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The quality of the mail services provided by TNT in the last 12 months (QOP43. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate TNT on each of the following aspects:)
Base: All of the respondents who use TNT and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
101--21121--3-11Unweighted total
11*--*2*31--5-12Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1----------1-1Quite low
13%-%-%-%-%-%-%-%-%-%-%31%-%13%

*------*-----*Neither low nor high
3%-%-%-%-%-%-%13%-%-%-%-%-%3%

7*---2*21--2-8Quite high
65%100%-%-%-%100%100%87%100%-%-%35%-%66%

2---*------2-2Very high
17%-%-%-%50%-%-%-%-%-%-%35%-%16%

Don't Know (DO NOT READ
*---*--------*OUT)
2%-%-%-%50%-%-%-%-%-%-%-%-%2%

9*--*2*21--3-10NET: High
82%100%-%-%50%100%100%87%100%-%-%69%-%82%

1----------1-1NET: Low
13%-%-%-%-%-%-%-%-%-%-%31%-%13%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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The quality of the mail services provided by UK Mail in the last 12 months (QOP44. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate UK Mail on each of the following
aspects:)
Base: All of the respondents who use UK Mail and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
7441-371-5--5-11Unweighted total
651*-1101-8--2-12Weighted total

---------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-1----11------1Quite low
-%28%-%-%-%-%14%100%-%-%-%-%-%-%13%

*-*--*------*-*Neither low nor high
6%-%31%-%-%38%-%-%-%-%-%-%15%-%3%

44*--*7--6--2-8Quite high
65%68%31%-%-%38%70%-%-%79%-%-%68%-%66%

2-*--*2--2--*-2Very high
29%-%19%-%-%24%16%-%-%21%-%-%9%-%16%

Don't Know (DO NOT READ
-***--------*-*OUT)
-%4%19%100%-%-%-%-%-%-%-%-%9%-%2%

641--19--8--2-10NET: High
94%68%50%-%-%62%86%-%-%100%-%-%77%-%82%

-1----11------1NET: Low
-%28%-%-%-%-%14%100%-%-%-%-%-%-%13%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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The quality of the mail services provided by UK Mail in the last 12 months (QOP44. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate UK Mail on each of the following
aspects:)
Base: All of the respondents who use UK Mail and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
-11-11574-7412-311Unweighted total
-**-2*675-75*1-412Weighted total

-----------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------11--1----11Quite low
-%-%-%-%-%-%23%22%-%-%22%-%-%-%-%34%13%

------*-*--*----*Neither low nor high
-%-%-%-%-%-%6%-%7%-%-%7%-%-%-%-%3%

-----*453-53-1-38Quite high
-%-%-%-%-%100%71%72%59%-%72%59%-%100%-%66%66%

-*--2--*2-*2----2Very high
-%100%-%-%100%-%-%3%34%-%3%34%-%-%-%-%16%

Don't Know (DO NOT READ
--*----*--*-*---*OUT)
-%-%100%-%-%-%-%3%-%-%3%-%100%-%-%-%2%

-*--2*454-54-1-310NET: High
-%100%-%-%100%100%71%75%93%-%75%93%-%100%-%66%82%

------11--1----11NET: Low
-%-%-%-%-%-%23%22%-%-%22%-%-%-%-%34%13%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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The quality of the mail services provided by UK Mail in the last 12 months (QOP44. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate UK Mail on each of the following
aspects:)
Base: All of the respondents who use UK Mail and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
110-6565221-611Unweighted total
*11-666632*-712Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-1-1-1-----11Quite low
-%13%-%25%-%25%-%-%-%-%-%22%13%

-*-*-*-----**Neither low nor high
-%3%-%6%-%6%-%-%-%-%-%6%3%

*7-444432*-38Quite high
100%65%-%69%63%69%63%100%88%100%-%44%66%

-2--2-2----22Very high
-%17%-%-%33%-%33%-%-%-%-%28%16%

Don't Know (DO NOT READ
-*--*-*-*---*OUT)
-%2%-%-%4%-%4%-%12%-%-%-%2%

*9-454532*-510NET: High
100%82%-%69%96%69%96%100%88%100%-%72%82%

-1-1-1-----11NET: Low
-%13%-%25%-%25%-%-%-%-%-%22%13%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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The quality of the mail services provided by UK Mail in the last 12 months (QOP44. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate UK Mail on each of the following
aspects:)
Base: All of the respondents who use UK Mail and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
499-1105831187753311Unweighted total
51111-*1141021297773112Weighted total

-----------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-11--111-11-1-1-1Quite low
-%14%13%-%-%13%38%15%-%13%17%-%21%-%44%-%13%

-----***-*-----**Neither low nor high
-%-%-%-%-%3%9%4%-%3%-%-%-%-%-%34%3%

478--8-6-85537-*8Quite high
95%67%70%-%-%68%-%63%-%66%58%70%48%100%-%45%66%

-22-*22222222-2*2Very high
-%17%15%-%100%14%48%17%89%16%22%26%27%-%49%21%16%

Don't Know (DO NOT READ
***--**-*****-*-*OUT)
5%2%2%-%-%2%6%-%11%2%3%3%3%-%7%-%2%

499-*92821077572110NET: High
95%84%85%-%100%82%48%81%89%82%80%97%75%100%49%66%82%

-11--111-11-1-1-1NET: Low
-%14%13%-%-%13%38%15%-%13%17%-%21%-%44%-%13%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The quality of the mail services provided by UK Mail in the last 12 months (QOP44. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate UK Mail on each of the following
aspects:)
Base: All of the respondents who use UK Mail and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
-566119-11111111119-16711Unweighted total
-573128-121212121211-*71012Weighted total

------------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--1111-111111--111Quite low
-%-%23%47%13%19%-%13%13%13%13%13%13%-%-%21%14%13%

-*-***-******----*Neither low nor high
-%7%-%12%3%5%-%3%3%3%3%3%3%-%-%-%-%3%

-35184-888887--578Quite high
-%56%74%27%66%48%-%66%66%66%66%66%66%-%-%73%67%66%

-2**22-222222--*22Very high
-%32%3%7%16%25%-%16%16%16%16%16%17%-%-%3%16%16%

Don't Know (DO NOT READ
-*-***-*****--****OUT)
-%4%-%7%2%3%-%2%2%2%2%2%-%-%100%3%2%2%

-451106-10101010109--5810NET: High
-%89%77%34%82%73%-%82%82%82%82%82%83%-%-%76%83%82%

--1111-111111--111NET: Low
-%-%23%47%13%19%-%13%13%13%13%13%13%-%-%21%14%13%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The quality of the mail services provided by UK Mail in the last 12 months (QOP44. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate UK Mail on each of the following
aspects:)
Base: All of the respondents who use UK Mail and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
9291-8-113852311Unweighted total

111101-8-1221062212Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1-1----1-11--1Quite low
13%-%15%-%-%-%-%13%-%15%26%-%-%13%

-**--*-*-**--*Neither low nor high
-%62%4%-%-%4%-%3%-%4%6%-%-%3%

8-61-6-8-84*28Quite high
70%-%61%100%-%71%-%66%-%81%63%22%90%66%

2-2--2-22--2*2Very high
17%-%19%-%-%22%-%16%89%-%-%78%10%16%

Don't Know (DO NOT READ
-**--*-**-*--*OUT)
-%38%2%-%-%3%-%2%11%-%4%-%-%2%

10-81-8-102842210NET: High
87%-%79%100%-%93%-%82%89%81%63%100%100%82%

1-1----1-11--1NET: Low
13%-%15%-%-%-%-%13%-%15%26%-%-%13%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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The quality of the mail services provided by UK Mail in the last 12 months (QOP44. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate UK Mail on each of the following
aspects:)
Base: All of the respondents who use UK Mail and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthMonthother main provider

DecNovOctJunMayAprFebDissatisfiedSatisfiedTOTAL

*c*b*a*c*b*a*a*b*aSignificance Level: 95%
1211411-1011Unweighted total
*4**52*-1112Weighted total

----------Very low
-%-%-%-%-%-%-%-%-%-%

-1------11Quite low
-%38%-%-%-%-%-%-%13%13%

--*------*Neither low nor high
-%-%100%-%-%-%-%-%-%3%

*2--32*-88Quite high
100%62%-%-%60%100%100%-%68%66%

----2---22Very high
-%-%-%-%40%-%-%-%17%16%

Don't Know (DO NOT READ
---*----**OUT)
-%-%-%100%-%-%-%-%2%2%

*2--52*-1010NET: High
100%62%-%-%100%100%100%-%85%82%

-1------11NET: Low
-%38%-%-%-%-%-%-%13%13%

Columns Tested: a,b - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The quality of the mail services provided by UK Mail in the last 12 months (QOP44. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate UK Mail on each of the following
aspects:)
Base: All of the respondents who use UK Mail and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
2235542151323135Unweighted total
2712232210*432232Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--*----------*Quite low
-%-%7%-%-%-%-%-%-%-%-%-%-%*%

4---1--2-----4Neither low nor high
14%-%-%-%49%-%-%25%-%-%-%-%-%12%

13*1***-7-122-14Quite high
48%34%36%20%8%9%-%73%-%33%93%83%-%44%

10112122**2**214Very high
38%66%58%80%44%91%100%2%100%67%7%17%100%43%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

231221227*432228NET: High
86%100%93%100%51%100%100%75%100%100%100%100%100%88%

--*----------*NET: Low
-%-%7%-%-%-%-%-%-%-%-%-%-%*%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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The quality of the mail services provided by UPS in the last 12 months (QOP45. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate UPS on each of the following aspects:)
Base: All of the respondents who use UPS and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
221310424254-191-10-35Unweighted total
191321*1304-19*-9-32Weighted total

---------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*-*--*---*----*Quite low
1%-%6%-%-%19%-%-%-%1%-%-%-%-%*%

12*-*-4--1--3-4Neither low nor high
7%18%10%-%51%-%12%-%-%6%-%-%29%-%12%

104**-*143-10*-*-14Quite high
54%30%29%48%-%19%45%80%-%55%100%-%4%-%44%

771***131-7--6-14Very high
38%52%55%52%49%62%43%20%-%38%-%-%68%-%43%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

171111**274-18*-6-28NET: High
92%82%84%100%49%81%88%100%-%93%100%-%71%-%88%

*-*--*---*----*NET: Low
1%-%6%-%-%19%-%-%-%1%-%-%-%-%*%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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The quality of the mail services provided by UPS in the last 12 months (QOP45. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate UPS on each of the following aspects:)
Base: All of the respondents who use UPS and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
-3353911269-2693641335Unweighted total
-12456142210-22101631632Weighted total

-----------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--*----*--*-*---*Quite low
-%-%7%-%-%-%-%*%-%-%*%-%21%-%-%-%*%

---12--4--4-*--44Neither low nor high
-%-%-%31%49%-%-%17%-%-%17%-%35%-%-%22%12%

--*222796-96*5-614Quite high
-%-%14%54%48%39%50%39%57%-%39%57%44%85%-%38%44%

-111*37104-104-13714Very high
-%100%79%14%4%61%50%44%43%-%44%43%-%15%100%40%43%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-11336141810-1810*631328NET: High
-%100%93%69%51%100%100%83%100%-%83%100%44%100%100%78%88%

--*----*--*-*---*NET: Low
-%-%7%-%-%-%-%*%-%-%*%-%21%-%-%-%*%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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The quality of the mail services provided by UPS in the last 12 months (QOP45. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate UPS on each of the following aspects:)
Base: All of the respondents who use UPS and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cb*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
233-2213152074741235Unweighted total
131-2310171553841232Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-*--**----*Quite low
-%*%-%*%-%-%1%2%-%-%-%-%*%

-4-3131*-4--4Neither low nor high
-%12%-%11%13%15%8%3%-%43%-%-%12%

-14-86592**3814Quite high
-%45%-%37%62%30%61%47%8%1%76%73%44%

113-122952351314Very high
100%42%-%51%25%55%30%48%92%56%24%27%43%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

128-208141453541228NET: High
100%88%-%88%87%85%91%95%100%57%100%100%88%

-*-*--**----*NET: Low
-%*%-%*%-%-%1%2%-%-%-%-%*%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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The quality of the mail services provided by UPS in the last 12 months (QOP45. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate UPS on each of the following aspects:)
Base: All of the respondents who use UPS and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*cb*a*c*b*a*g*f*ed*c*b*a*c*b*aSignificance Level: 95%
1530245-29212214322920291771135Unweighted total

826224-2821229312314231381132Weighted total

-----------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

***--*********--*Quite low
1%*%*%-%-%*%1%*%1%*%*%1%*%1%-%-%*%

14*--434*444412*4Neither low nor high
17%15%1%-%-%13%12%17%2%12%16%28%16%9%28%2%12%

110103-1111651383836614Quite high
10%40%45%84%-%39%53%26%58%43%34%24%34%20%66%55%44%

611121-13712414116119*514Very high
72%45%53%16%-%48%35%56%39%44%49%47%49%69%5%43%43%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

722214-2418189271910191161128NET: High
82%85%99%100%-%86%87%82%97%87%83%71%83%90%72%98%88%

***--*********--*NET: Low
1%*%*%-%-%*%1%*%1%*%*%1%*%1%-%-%*%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The quality of the mail services provided by UPS in the last 12 months (QOP45. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate UPS on each of the following aspects:)
Base: All of the respondents who use UPS and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*cb*a*fedcba*c*b*a*b*aSignificance Level: 95%
2258153326-353534323427-3202335Unweighted total
1257132922-323232303229-2142132Weighted total

------------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*---**-*****---*-*Quite low
20%-%-%-%*%*%-%*%*%*%*%*%-%-%-%1%-%*%

-4*141-444444--4*4Neither low nor high
-%15%2%11%13%6%-%12%12%12%13%12%13%-%-%27%1%12%

*1127149-141414141413-*31014Quite high
80%47%34%57%49%41%-%44%44%45%47%45%47%-%21%23%48%44%

-9441112-141414121412-171114Very high
-%39%64%32%38%53%-%43%43%43%40%43%40%-%79%49%52%43%

Don't Know (DO NOT READ
------------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*217112520-282828262825-2102128NET: High
80%85%98%89%87%93%-%88%88%88%87%88%87%-%100%72%99%88%

*---**-*****---*-*NET: Low
20%-%-%-%*%*%-%*%*%*%*%*%-%-%-%1%-%*%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The quality of the mail services provided by UPS in the last 12 months (QOP45. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate UPS on each of the following aspects:)
Base: All of the respondents who use UPS and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*ba*b*a*c*b*aSignificance Level: 95%
27824922523313221751235Unweighted total
239221042413116171551032Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-*---*-*--**Quite low
-%1%-%1%-%-%-%*%-%1%-%-%1%*%

12*4-4-44*-214Neither low nor high
6%27%1%37%-%16%-%12%23%1%-%46%14%12%

123132-13*14597-414Quite high
50%29%58%17%-%53%72%44%33%55%50%-%46%44%

1049448*147773414Very high
44%43%41%45%100%31%28%44%44%43%50%54%38%43%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2262264201281216153828NET: High
94%72%99%62%100%84%100%88%77%98%100%54%85%88%

-*-*---*-*--**NET: Low
-%1%-%1%-%-%-%*%-%1%-%-%1%*%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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The quality of the mail services provided by UPS in the last 12 months (QOP45. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate UPS on each of the following aspects:)
Base: All of the respondents who use UPS and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthMonthother main provider

DecNovOctJunMayAprMarFebJanDissatisfiedSatisfiedTOTAL

*c*b*a*c*b*a*c*b*a*baSignificance Level: 95%
63151149523035Unweighted total
84*32*57452732Weighted total

------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%

*----------*Quite low
1%-%-%-%-%-%-%-%-%-%-%*%

---1--2*-214Neither low nor high
-%-%-%44%-%-%51%2%-%50%5%12%

51-12-*3321214Quite high
63%36%-%24%100%-%10%35%78%50%45%44%

32*1-*241-1414Very high
36%64%100%32%-%100%39%62%22%-%51%43%

Don't Know (DO NOT READ
------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%

74*22*27422528NET: High
99%100%100%56%100%100%49%98%100%50%95%88%

*----------*NET: Low
1%-%-%-%-%-%-%-%-%-%-%*%

Columns Tested: a,b - a,b,c - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The quality of the mail services provided by UPS in the last 12 months (QOP45. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate UPS on each of the following aspects:)
Base: All of the respondents who use UPS and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
8113111112--113Unweighted total
9**11*22*1--111Weighted total

*----*-------*Very low
2%-%-%-%-%100%-%-%-%-%-%-%-%2%

1---1--------1Quite low
13%-%-%-%100%-%-%-%-%-%-%-%-%11%

1-----------11Neither low nor high
16%-%-%-%-%-%-%-%-%-%-%-%100%13%

3***---2**---4Quite high
29%100%100%32%-%-%-%100%100%12%-%-%-%33%

4--1--2--1---5Very high
39%-%-%68%-%-%100%-%-%88%-%-%-%41%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

6**1--22*1---8NET: High
69%100%100%100%-%-%100%100%100%100%-%-%-%74%

1---1*-------1NET: Low
15%-%-%-%100%100%-%-%-%-%-%-%-%13%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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The quality of the mail services provided by Yodel in the last 12 months (QOP46. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Yodel on each of the following aspects:)
Base: All of the respondents who use Yodel and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
764--493-71-1113Unweighted total
831--1104-6*-**11Weighted total

-**--*---*----*Very low
-%6%30%-%-%30%-%-%-%3%-%-%-%-%2%

-1----1--1----1Quite low
-%36%-%-%-%-%12%-%-%22%-%-%-%-%11%

1-----11------1Neither low nor high
19%-%-%-%-%-%14%35%-%-%-%-%-%-%13%

3**--*32-1--**4Quite high
44%8%70%-%-%70%31%55%-%12%-%-%100%100%33%

32----5*-4*---5Very high
36%50%-%-%-%-%43%10%-%63%100%-%-%-%41%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

62*--*83-4*-**8NET: High
81%58%70%-%-%70%74%65%-%75%100%-%100%100%74%

-1*--*1--1----1NET: Low
-%42%30%-%-%30%12%-%-%25%-%-%-%-%13%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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The quality of the mail services provided by Yodel in the last 12 months (QOP46. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Yodel on each of the following aspects:)
Base: All of the respondents who use Yodel and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
--13-2676-76--2813Unweighted total
--*2-3556-56--1811Weighted total

---*----*--*--*-*Very low
-%-%-%12%-%-%-%-%3%-%-%3%-%-%30%-%2%

------11--1----11Quite low
-%-%-%-%-%-%23%26%-%-%26%-%-%-%-%16%11%

-------1--1----11Neither low nor high
-%-%-%-%-%-%-%30%-%-%30%-%-%-%-%19%13%

--**-3113-13--*34Quite high
-%-%100%11%-%100%16%18%45%-%18%45%-%-%70%38%33%

---1--313-13---25Very high
-%-%-%78%-%-%61%26%52%-%26%52%-%-%-%28%41%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--*1-3426-26--*58NET: High
-%-%100%88%-%100%77%44%97%-%44%97%-%-%70%65%74%

---*--11*-1*--*11NET: Low
-%-%-%12%-%-%23%26%3%-%26%3%-%-%30%16%13%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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The quality of the mail services provided by Yodel in the last 12 months (QOP46. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Yodel on each of the following aspects:)
Base: All of the respondents who use Yodel and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
-13-765811-4713Unweighted total
-11-5638**-3811Weighted total

-*--*-*----**Very low
-%2%-%-%3%-%2%-%-%-%-%2%2%

-1--1-1---1-1Quite low
-%11%-%-%21%-%15%-%-%-%40%-%11%

-1-1-1-----11Neither low nor high
-%13%-%29%-%55%-%-%-%-%-%19%13%

-4-3*13**-134Quite high
-%33%-%63%7%29%34%100%100%-%20%36%33%

-5-*4*4---135Very high
-%41%-%8%69%16%49%-%-%-%40%42%41%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-8-4517**-268NET: High
-%74%-%71%76%45%83%100%100%-%60%78%74%

-1--1-1---1*1NET: Low
-%13%-%-%24%-%17%-%-%-%40%2%13%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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The quality of the mail services provided by Yodel in the last 12 months (QOP46. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Yodel on each of the following aspects:)
Base: All of the respondents who use Yodel and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
31184-978611129861613Unweighted total
3993-87731011857*411Weighted total

-*-*--*-*-***--**Very low
-%2%-%5%-%-%3%-%6%-%2%2%3%-%-%5%2%

111--111-11111--1Quite low
48%13%14%-%-%16%18%17%-%12%12%16%23%18%-%-%11%

--1--1-1-111-1--1Neither low nor high
-%-%16%-%-%19%-%20%-%14%14%19%-%21%-%-%13%

*333-131333*31*34Quite high
4%35%33%81%-%12%39%12%94%31%30%4%57%8%100%73%33%

153*-434-55514-15Very high
49%49%37%14%-%53%41%50%-%43%42%59%17%53%-%22%41%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1863-564388544*48NET: High
52%84%70%95%-%65%80%62%94%74%73%62%74%60%100%95%74%

111*-111*11111-*1NET: Low
48%16%14%5%-%16%20%17%6%12%13%19%26%18%-%5%13%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The quality of the mail services provided by Yodel in the last 12 months (QOP46. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Yodel on each of the following aspects:)
Base: All of the respondents who use Yodel and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
-103-138-131113121311-18913Unweighted total
-74-117-1191191111-*5811Weighted total

-*--**-******--***Very low
-%3%-%-%2%3%-%2%2%2%2%2%2%-%-%3%2%2%

-1--11-111111---11Quite low
-%17%-%-%11%18%-%11%14%11%14%11%12%-%-%-%16%11%

-1--11-111111----1Neither low nor high
-%20%-%-%13%22%-%13%17%13%17%13%14%-%-%-%-%13%

-12-41-414143-*334Quite high
-%16%66%-%33%8%-%33%13%33%15%33%30%-%100%57%40%33%

-31-53-555555--235Very high
-%44%34%-%41%49%-%41%53%41%52%41%43%-%-%40%42%41%

Don't Know (DO NOT READ
------------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-44-84-868688-*568NET: High
-%61%100%-%74%57%-%74%66%74%67%74%73%-%100%97%82%74%

-1--11-111111--*11NET: Low
-%19%-%-%13%21%-%13%17%13%16%13%13%-%-%3%18%13%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The quality of the mail services provided by Yodel in the last 12 months (QOP46. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Yodel on each of the following aspects:)
Base: All of the respondents who use Yodel and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
85103111-135882313Unweighted total
925627-11659*211Weighted total

-**--*-*-*-*-*Very low
-%8%4%-%-%3%-%2%-%4%-%52%-%2%

1-1----11-1--1Quite low
14%-%24%-%-%-%-%11%19%-%14%-%-%11%

-11--1-11---11Neither low nor high
-%62%29%-%-%20%-%13%23%-%-%-%74%13%

311221-4313*14Quite high
34%30%26%39%100%18%-%33%39%25%34%48%26%33%

5-14-5-5135--5Very high
52%-%18%61%-%60%-%41%19%71%52%-%-%41%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

712626-8447*18NET: High
86%30%43%100%100%78%-%74%58%96%86%48%26%74%

1*1--*-11*1*-1NET: Low
14%8%28%-%-%3%-%13%19%4%14%52%-%13%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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The quality of the mail services provided by Yodel in the last 12 months (QOP46. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Yodel on each of the following aspects:)
Base: All of the respondents who use Yodel and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthMonthother main provider

DecOctJunAprMarFebDissatisfiedSatisfiedTOTAL

*b*a*b*a*b*a*b*aSignificance Level: 95%
23221321013Unweighted total
5311*22911Weighted total

-*----*-*Very low
-%7%-%-%-%-%11%-%2%

-1-----11Quite low
-%43%-%-%-%-%-%14%11%

-1----1-1Neither low nor high
-%51%-%-%-%-%89%-%13%

2-1*-*-34Quite high
50%-%100%18%-%22%-%36%33%

2--**1-55Very high
50%-%-%82%100%78%-%50%41%

Don't Know (DO NOT READ
---------OUT)
-%-%-%-%-%-%-%-%-%

5-11*2-88NET: High
100%-%100%100%100%100%-%86%74%

-1----*11NET: Low
-%49%-%-%-%-%11%14%13%

Columns Tested: a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
Table 151  (continuation)                                                                                                                                                                      Page 1393

The quality of the mail services provided by Yodel in the last 12 months (QOP46. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Yodel on each of the following aspects:)
Base: All of the respondents who use Yodel and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
295111037232531355Unweighted total
39244310551531548Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

5-**---2--3--6Neither low nor high
13%-%11%11%-%-%-%48%-%-%83%-%-%12%

1711226-212*-220Quite high
44%37%31%39%91%66%-%49%84%47%11%-%34%42%

17122*35**3*1322Very high
43%63%58%50%9%34%100%4%16%53%6%100%66%45%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

33234310531511542NET: High
87%100%89%89%100%100%100%52%100%100%17%100%100%88%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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The quality of the mail services provided by Parcelforce in the last 12 months (QOP47. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Parcelforce on each of the
following aspects:)
Base: All of the respondents who use Parcelforce and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*ba*g*f*e*d*c*b*aSignificance Level: 95%
2926124174321123223255Unweighted total
262221*14619123111248Weighted total

---------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-6----63-2--*-6Neither low nor high
-%27%-%-%-%-%13%17%-%10%-%-%37%-%12%

1191**119918-1*-20Quite high
43%41%45%14%100%56%42%46%100%36%-%100%29%-%42%

15711-1217-121-*222Very high
57%32%55%86%-%44%45%37%-%54%100%-%34%100%45%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

261621*14015120111242NET: High
100%73%100%100%100%100%87%83%100%90%100%100%63%100%88%

---------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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The quality of the mail services provided by Parcelforce in the last 12 months (QOP47. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Parcelforce on each of the
following aspects:)
Base: All of the respondents who use Parcelforce and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
-56-414232720827281482355Unweighted total
-13-41423192281930*242648Weighted total

-----------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----*33-333--*36Neither low nor high
-%-%-%-%-%3%14%17%-%34%17%9%-%-%10%12%12%

-*1-35109101911-23720Quite high
-%19%37%-%76%38%43%49%48%11%49%38%-%90%62%26%42%

-12-18106114616**11622Very high
-%81%63%-%24%59%43%33%52%56%33%53%100%10%28%62%45%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-13-41420162251627*242342NET: High
-%100%100%-%100%97%86%83%100%66%83%91%100%100%90%88%88%

-----------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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The quality of the mail services provided by Parcelforce in the last 12 months (QOP47. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Parcelforce on each of the
following aspects:)
Base: All of the respondents who use Parcelforce and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cb*a*ba*ba*e*d*c*baSignificance Level: 95%
253-144164963453555Unweighted total
246-143564362343248Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-6-33332---46Neither low nor high
-%13%-%20%9%48%8%36%-%-%-%11%12%

119-5163182-321320Quite high
77%41%-%34%46%45%42%32%-%93%45%42%42%

*22-616*2222*21522Very high
23%46%-%47%45%8%50%32%100%7%55%47%45%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

241-113133942342842NET: High
100%87%-%80%91%52%92%64%100%100%100%89%88%

-------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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The quality of the mail services provided by Parcelforce in the last 12 months (QOP47. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Parcelforce on each of the
following aspects:)
Base: All of the respondents who use Parcelforce and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*cba*c*bag*f*edcba*c*b*aSignificance Level: 95%
16513217-363728274649374622122155Unweighted total
12432414-333125204340313618121948Weighted total

-----------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2633-313*64313-36Neither low nor high
20%14%12%19%-%10%3%11%2%14%9%10%2%16%-%17%12%

a

416126-14139101714111469620Quite high
35%37%51%44%-%43%43%38%52%40%37%36%39%33%76%30%42%

52295-161713920221721931022Very high
45%50%38%37%-%48%54%51%46%46%54%54%59%52%24%53%45%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

9382112-303022193736283615121642NET: High
80%86%88%81%-%90%97%89%98%86%91%90%98%84%100%83%88%

d

-----------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The quality of the mail services provided by Parcelforce in the last 12 months (QOP47. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Parcelforce on each of the
following aspects:)
Base: All of the respondents who use Parcelforce and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*cb*a*cba*fedcbac*b*abaSignificance Level: 95%
23913135141152485250514623324155Unweighted total
33112114435244424543433834263548Weighted total

------------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-33*63-666666--566Neither low nor high
-%10%23%4%14%9%-%13%14%13%14%14%16%-%-%21%17%12%

-15651918-1918202019172-91320Quite high
-%48%48%42%44%51%-%42%43%45%48%43%44%53%-%36%38%42%

313361914220181917191514111622Very high
100%42%29%54%43%40%100%44%43%42%39%43%40%47%100%42%45%45%

Don't Know (DO NOT READ
------------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

3289113832238363937383234202942NET: High
100%90%77%96%86%91%100%87%86%87%86%86%84%100%100%79%83%88%

------------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The quality of the mail services provided by Parcelforce in the last 12 months (QOP47. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Parcelforce on each of the
following aspects:)
Base: All of the respondents who use Parcelforce and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

b*ab*a*ba*ba*bac*b*aSignificance Level: 95%
451045824674823323610955Unweighted total
4174162416422226328948Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

246--6-6335**6Neither low nor high
6%49%15%-%-%15%-%14%12%12%16%6%5%12%

173163215317911124520Quite high
42%43%40%47%100%36%47%42%42%43%38%44%56%42%

211193-203191012154322Very high
52%7%46%53%-%49%53%44%46%45%46%50%39%45%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

3943562356361923278842NET: High
94%51%85%100%100%85%100%86%88%88%84%94%95%88%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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The quality of the mail services provided by Parcelforce in the last 12 months (QOP47. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Parcelforce on each of the
following aspects:)
Base: All of the respondents who use Parcelforce and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthMonthother main provider

DecNovOctJunMayAprMarFebJanDissatisfiedSatisfiedTOTAL

*c*b*a*c*b*a*c*b*a*baSignificance Level: 95%
9381252466-4955Unweighted total
645971475-4248Weighted total

------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%

------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%

-2--3---*-36Neither low nor high
-%55%-%-%43%-%-%-%9%-%8%12%

4-234-251-1720Quite high
60%-%37%34%57%-%42%67%26%-%40%42%

3236-1223-2222Very high
40%45%63%66%-%100%58%33%65%-%52%45%

Don't Know (DO NOT READ
------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%

625941475-3842NET: High
100%45%100%100%57%100%100%100%91%-%92%88%

------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The quality of the mail services provided by Parcelforce in the last 12 months (QOP47. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Parcelforce on each of the
following aspects:)
Base: All of the respondents who use Parcelforce and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
27-2313334245232Unweighted total
43-1115873287245Weighted total

2----2-------2Very low
4%-%-%-%-%33%-%-%-%-%-%-%-%4%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2----2-------2Neither low nor high
4%-%-%-%-%33%-%-%-%-%-%-%-%4%

21--*1-521153222Quite high
50%-%-%32%100%-%65%32%42%51%66%52%100%49%

18-11-2352133-20Very high
42%-%100%68%-%33%35%68%58%49%34%48%-%44%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

39-1112873287242NET: High
92%-%100%100%100%33%100%100%100%100%100%100%100%93%

2----2-------2NET: Low
4%-%-%-%-%33%-%-%-%-%-%-%-%4%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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The quality of the mail services provided by Hermes in the last 12 months (QOP48. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Hermes on each of the following
aspects:)
Base: All of the respondents who use Hermes and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
131951-4271311412-132Unweighted total
14311*-1441522114-145Weighted total

2-----2--2----2Very low
12%-%-%-%-%-%4%-%-%8%-%-%-%-%4%

---------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2-----2--2----2Neither low nor high
12%-%-%-%-%-%4%-%-%8%-%-%-%-%4%

814*--*2211-812--22Quite high
56%45%35%-%-%46%49%76%-%37%100%38%-%-%49%

3171*-*194210-3-120Very high
21%55%65%100%-%54%43%24%100%47%-%62%-%100%44%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

11311*-1411521814-142NET: High
77%100%100%100%-%100%92%100%100%84%100%100%-%100%93%

2-----2--2----2NET: Low
12%-%-%-%-%-%4%-%-%8%-%-%-%-%4%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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The quality of the mail services provided by Hermes in the last 12 months (QOP48. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Hermes on each of the following
aspects:)
Base: All of the respondents who use Hermes and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
-1-235201017510221121532Unweighted total
-*-23434142381431**32645Weighted total

------22--2---2-2Very low
-%-%-%-%-%-%5%12%-%-%12%-%-%-%50%-%4%

-----------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------2-2--2---22Neither low nor high
-%-%-%-%-%-%5%-%7%-%-%5%-%-%-%6%4%

---1*3167123715--2922Quite high
-%-%-%74%7%57%47%48%51%43%48%49%-%-%50%36%49%

-*-*32156104614**-1520Very high
-%100%-%26%93%43%44%40%42%57%40%46%100%100%-%58%44%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-23430122281229**22442NET: High
-%100%-%100%100%100%90%88%93%100%88%95%100%100%50%94%93%

------22--2---2-2NET: Low
-%-%-%-%-%-%5%12%-%-%12%-%-%-%50%-%4%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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The quality of the mail services provided by Hermes in the last 12 months (QOP48. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Hermes on each of the following
aspects:)
Base: All of the respondents who use Hermes and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cb*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
131-112192311152332Unweighted total
*45-1926162912*73345Weighted total

-2--2-2-2---2Very low
-%4%-%-%6%-%6%-%100%-%-%-%4%

-------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-2--2-2----22Neither low nor high
-%4%-%-%6%-%6%-%-%-%-%5%4%

-22-11118141--41722Quite high
-%49%-%60%41%53%47%100%-%-%53%52%49%

*19-712712--*31420Very high
100%43%-%40%47%47%42%-%-%100%47%43%44%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

*41-192316261-*73142NET: High
100%93%-%100%88%100%89%100%-%100%100%95%93%

-2--2-2-2---2NET: Low
-%4%-%-%6%-%6%-%100%-%-%-%4%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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The quality of the mail services provided by Hermes in the last 12 months (QOP48. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Hermes on each of the following
aspects:)
Base: All of the respondents who use Hermes and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
2291615-16171310252618231241532Unweighted total
1412323-20221713383323291442445Weighted total

-22--2-2-2----2-2Very low
-%4%7%-%-%8%-%10%-%4%-%-%-%-%38%-%4%

-----------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-2---2-2-2---2--2Neither low nor high
-%4%-%-%-%8%-%10%-%4%-%-%-%12%-%-%4%

1211013-910962217141283922Quite high
86%51%43%57%-%46%46%54%47%57%50%61%42%57%62%36%49%

*171110-8124713179174-1520Very high
14%41%49%43%-%38%54%26%53%34%50%39%58%31%-%64%44%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1372123-17221413353323291232442NET: High
100%92%93%100%-%84%100%80%100%91%100%100%100%88%62%100%93%

-22--2-2-2----2-2NET: Low
-%4%7%-%-%8%-%10%-%4%-%-%-%-%38%-%4%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The quality of the mail services provided by Hermes in the last 12 months (QOP48. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Hermes on each of the following
aspects:)
Base: All of the respondents who use Hermes and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*cb*a*fe*dc*ba*c*b*a*b*aSignificance Level: 95%
-201243019-31253126312313201932Unweighted total
-252054126-453644354435*3252545Weighted total

-2--22-22222--2-22Very low
-%7%-%-%4%6%-%4%5%4%5%4%-%-%54%-%7%4%

------------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--2-2--2-2-22--2-2Neither low nor high
-%-%8%-%4%-%-%4%-%4%-%4%5%-%-%7%-%4%

-121031810-221821182117*1141222Quite high
-%46%52%54%44%37%-%49%50%47%52%47%48%100%46%57%50%49%

-12822015-191720152016--91120Very high
-%47%40%46%48%57%-%43%46%45%43%45%47%-%-%36%43%44%

Don't Know (DO NOT READ
------------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-231853825-413440344033*1232342NET: High
-%93%92%100%92%94%-%93%95%92%95%92%95%100%46%93%93%93%

-2--22-22222--2-22NET: Low
-%7%-%-%4%6%-%4%5%4%5%4%-%-%54%-%7%4%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The quality of the mail services provided by Hermes in the last 12 months (QOP48. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Hermes on each of the following
aspects:)
Base: All of the respondents who use Hermes and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*ba*b*a*c*b*aSignificance Level: 95%
2661813421-32923224632Unweighted total
3692718629-451332315945Weighted total

-2-2---2-2--22Very low
-%19%-%9%-%-%-%4%-%5%-%-%18%4%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-22--2-2-22--2Neither low nor high
-%19%6%-%-%6%-%4%-%5%5%-%-%4%

1841111412-22615152422Quite high
49%48%39%64%71%40%-%49%52%48%50%43%46%49%

191145216-20614143320Very high
51%14%54%27%29%54%-%44%48%42%44%57%35%44%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

3652516627-421329295742NET: High
100%62%94%91%100%94%-%93%100%90%95%100%82%93%

-2-2---2-2--22NET: Low
-%19%-%9%-%-%-%4%-%5%-%-%18%4%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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The quality of the mail services provided by Hermes in the last 12 months (QOP48. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Hermes on each of the following
aspects:)
Base: All of the respondents who use Hermes and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthMonthother main provider

DecNovOctJunMayAprMarFebJanDissatisfiedSatisfiedTOTAL

*c*b*a*c*b*a*c*b*a*baSignificance Level: 95%
6331021232-3132Unweighted total
9441532323-4445Weighted total

---2------22Very low
-%-%-%11%-%-%-%-%-%-%4%4%

------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%

--------2-22Neither low nor high
-%-%-%-%-%-%-%-%50%-%4%4%

64*7-2-12-2122Quite high
66%100%10%47%-%100%-%75%50%-%47%49%

3-463-3*--2020Very high
34%-%90%42%100%-%100%25%-%-%45%44%

Don't Know (DO NOT READ
------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%

9441332322-4042NET: High
100%100%100%89%100%100%100%100%50%-%92%93%

---2------22NET: Low
-%-%-%11%-%-%-%-%-%-%4%4%

Columns Tested: a,b - a,b,c - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The quality of the mail services provided by Hermes in the last 12 months (QOP48. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Hermes on each of the following
aspects:)
Base: All of the respondents who use Hermes and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
2014232132331227Unweighted total
25*113323127*326Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2---2--------2Neither low nor high
10%-%-%-%91%-%-%-%-%-%-%-%-%9%

5***---*-*5--6Quite high
21%100%14%52%-%-%-%7%-%11%67%-%-%22%

17-1**323112*318Very high
69%-%86%48%9%100%100%93%100%89%33%100%100%68%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

22*11*323127*324NET: High
90%100%100%100%9%100%100%100%100%100%100%100%100%91%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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The quality of the mail services provided by FedEx in the last 12 months (QOP49. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate FedEx on each of the following aspects:)
Base: All of the respondents who use FedEx and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
131411335165113--8-27Unweighted total

91821*1243215--5-26Weighted total

---------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-2----21-1----2Neither low nor high
-%14%-%-%-%-%10%36%-%8%-%-%-%-%9%

*51***5-23--1-6Quite high
5%31%31%28%59%15%22%-%100%17%-%-%17%-%22%

8101**1172-11--4-18Very high
95%55%69%72%41%85%68%64%-%75%-%-%83%-%68%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

91521*1222214--5-24NET: High
100%86%100%100%100%100%90%64%100%92%-%-%100%-%91%

---------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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The quality of the mail services provided by FedEx in the last 12 months (QOP49. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate FedEx on each of the following aspects:)
Base: All of the respondents who use FedEx and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
-3123413198-1981511227Unweighted total
-1*153161611-1611*4*1526Weighted total

-----------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------211-11---22Neither low nor high
-%-%-%-%-%-%15%8%11%-%8%11%-%-%-%16%9%

-*--21333-33-3-*6Quite high
-%61%-%-%48%22%16%21%24%-%21%24%-%61%-%3%22%

-**13211117-117*2*1218Very high
-%39%100%100%52%78%69%71%65%-%71%65%100%39%100%80%68%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-1*15313149-149*4*1224NET: High
-%100%100%100%100%100%85%92%89%-%92%89%100%100%100%84%91%

-----------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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The quality of the mail services provided by FedEx in the last 12 months (QOP49. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate FedEx on each of the following aspects:)
Base: All of the respondents who use FedEx and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
126-131491844611127Unweighted total
125-111691742611326Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-2-11-2----22Neither low nor high
-%10%-%11%8%-%14%-%-%-%-%18%9%

-6-*5*6***-56Quite high
-%24%-%4%35%2%32%5%10%2%-%40%22%

117-99994261618Very high
100%67%-%85%57%98%53%95%90%98%100%41%68%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

122-91491542611124NET: High
100%90%-%89%92%100%86%100%100%100%100%82%91%

-------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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The quality of the mail services provided by FedEx in the last 12 months (QOP49. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate FedEx on each of the following aspects:)
Base: All of the respondents who use FedEx and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
825205-2120199252417231241127Unweighted total
522244-2217204262113201131226Weighted total

-----------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1211-111-2212--22Neither low nor high
24%11%5%30%-%5%7%6%-%9%12%9%13%-%-%20%9%

*66*-636*66563*36Quite high
9%26%24%7%-%25%20%28%8%23%28%41%30%28%6%21%22%

314173-1512134171271183718Very high
67%63%71%63%-%69%73%65%92%68%60%50%58%72%94%59%68%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

420233-2116184231812171131024NET: High
76%89%95%70%-%95%93%94%100%91%88%91%87%100%100%80%91%

-----------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The quality of the mail services provided by FedEx in the last 12 months (QOP49. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate FedEx on each of the following aspects:)
Base: All of the respondents who use FedEx and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
2214152620-27252722272213172027Unweighted total
1214132424-2626262226221191926Weighted total

------------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

11-122-222122--122Neither low nor high
88%6%-%10%10%10%-%9%10%9%6%9%11%-%-%14%13%9%

*5*365-666666-*166Quite high
12%25%12%26%24%23%-%22%23%22%27%22%26%-%7%7%29%22%

-14481616-1817181518141171118Very high
-%69%88%64%65%67%-%68%68%68%68%68%63%100%93%80%58%68%

Don't Know (DO NOT READ
------------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*204112121-2423242124191181724NET: High
12%94%100%90%90%90%-%91%90%91%94%91%89%100%100%86%87%91%

------------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The quality of the mail services provided by FedEx in the last 12 months (QOP49. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate FedEx on each of the following aspects:)
Base: All of the respondents who use FedEx and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
2161885161261116156627Unweighted total
206168513*261412175426Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1111-1-2-21-12Neither low nor high
6%20%8%14%-%9%-%9%-%20%7%-%28%9%

5133*3*63351*6Quite high
26%10%20%30%3%25%100%22%18%27%31%11%4%22%

14412559-18117105318Very high
68%70%72%55%97%66%-%69%82%53%62%89%69%68%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

195157512*241410155324NET: High
94%80%92%86%100%91%100%91%100%80%93%100%72%91%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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The quality of the mail services provided by FedEx in the last 12 months (QOP49. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate FedEx on each of the following aspects:)
Base: All of the respondents who use FedEx and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthMonthother main provider

DecNovOctJunAprMarFebJanDissatisfiedSatisfiedTOTAL

*c*b*a*b*a*c*b*a*b*aSignificance Level: 95%
63331344-2627Unweighted total
7422*443-2526Weighted total

-----------Very low
-%-%-%-%-%-%-%-%-%-%-%

-----------Quite low
-%-%-%-%-%-%-%-%-%-%-%

-1-1-----12Neither low nor high
-%33%-%70%-%-%-%-%-%5%9%

-*---3*3-66Quite high
-%3%-%-%-%61%4%96%-%23%22%

7221*24*-1818Very high
100%64%100%30%100%39%96%4%-%72%68%

Don't Know (DO NOT READ
-----------OUT)
-%-%-%-%-%-%-%-%-%-%-%

7221*443-2424NET: High
100%67%100%30%100%100%100%100%-%95%91%

-----------NET: Low
-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b - a,b,c

Ofcom; Business Postal Tracker
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The quality of the mail services provided by FedEx in the last 12 months (QOP49. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate FedEx on each of the following aspects:)
Base: All of the respondents who use FedEx and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
1221-1-1-3312115Unweighted total

91*-*-*-3222*11Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2-----*-1---*2Neither low nor high
18%-%-%-%-%-%100%-%47%-%-%-%100%15%

1*------**-*-1Quite high
9%50%-%-%-%-%-%-%9%25%-%11%-%12%

7*--*---1122-7Very high
73%50%-%-%100%-%-%-%45%75%100%89%-%68%

Don't Know (DO NOT READ
--*----------*OUT)
-%-%100%-%-%-%-%-%-%-%-%-%-%4%

81--*---1222-8NET: High
82%100%-%-%100%-%-%-%53%100%100%100%-%80%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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The quality of the mail services provided by DX in the last 12 months (QOP411. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate DX on each of the following aspects:)
Base: All of the respondents who use DX and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
7872238824--1-15Unweighted total
551**19315--1-11Weighted total

---------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-2**-*11*-----2Neither low nor high
-%32%26%45%-%31%14%45%30%-%-%-%-%-%15%

111****1------1Quite high
12%13%58%55%100%30%5%41%-%-%-%-%-%-%12%

43*--*7*-5--1-7Very high
80%55%16%-%-%39%76%15%-%100%-%-%100%-%68%

Don't Know (DO NOT READ
*-----*-*-----*OUT)
8%-%-%-%-%-%5%-%70%-%-%-%-%-%4%

531***72-5--1-8NET: High
92%68%74%55%100%69%81%55%-%100%-%-%100%-%80%

---------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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The quality of the mail services provided by DX in the last 12 months (QOP411. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate DX on each of the following aspects:)
Base: All of the respondents who use DX and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
-5422-2114-1141-2215Unweighted total
-1223-256-56*-2311Weighted total

-----------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-**1---*1-*1---*2Neither low nor high
-%14%9%51%-%-%-%7%23%-%7%23%-%-%-%7%15%

-11----1--1-*---1Quite high
-%50%31%-%-%-%-%26%-%-%26%-%100%-%-%-%12%

-*112-234-34--227Very high
-%36%60%49%84%-%100%58%77%-%58%77%-%-%100%93%68%

Don't Know (DO NOT READ
----*--*--*-----*OUT)
-%-%-%-%16%-%-%9%-%-%9%-%-%-%-%-%4%

-1212-244-44*-228NET: High
-%86%91%49%84%-%100%84%77%-%84%77%100%-%100%93%80%

-----------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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The quality of the mail services provided by DX in the last 12 months (QOP411. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate DX on each of the following aspects:)
Base: All of the respondents who use DX and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
114-695101111915Unweighted total
*10-56461***711Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-2-*11*--*-*2Neither low nor high
-%16%-%4%26%30%6%-%-%100%-%3%15%

*1-*1*1-*-**1Quite high
100%10%-%5%19%6%17%-%100%-%100%6%12%

-7-53341---67Very high
-%70%-%92%47%64%70%100%-%-%-%85%68%

Don't Know (DO NOT READ
-*--*-*----**OUT)
-%4%-%-%8%-%7%-%-%-%-%6%4%

*8-54361*-*68NET: High
100%80%-%96%66%70%87%100%100%-%100%91%80%

-------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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The quality of the mail services provided by DX in the last 12 months (QOP411. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate DX on each of the following aspects:)
Base: All of the respondents who use DX and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
3141010-315241315141492315Unweighted total
11086-3112291181041411Weighted total

-----------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-2**--2--*2222--2Neither low nor high
-%16%2%6%-%-%15%-%-%4%15%20%16%37%-%-%15%

1111--1-*11111*-1Quite high
60%13%11%14%-%-%12%-%18%10%12%16%13%25%16%-%12%

*774-372177571147Very high
40%67%81%73%-%100%68%100%60%81%68%59%67%28%84%100%68%

Don't Know (DO NOT READ
-***--*-******--*OUT)
-%4%5%7%-%-%4%-%21%5%4%5%4%10%-%-%4%

1885-382288682148NET: High
100%80%92%87%-%100%80%100%79%91%80%75%80%53%100%100%80%

-----------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The quality of the mail services provided by DX in the last 12 months (QOP411. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate DX on each of the following aspects:)
Base: All of the respondents who use DX and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
28441512-151515151513-191115Unweighted total
*821119-11111111119-17711Weighted total

------------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*1-*21-222222--122Neither low nor high
45%18%-%14%15%17%-%15%15%15%15%15%18%-%-%22%23%15%

*1*111-111111--111Quite high
55%9%8%50%12%15%-%12%12%12%12%12%12%-%-%9%15%12%

-61*75-777776-1547Very high
-%73%71%35%68%63%-%68%68%68%68%68%65%-%100%69%56%68%

Don't Know (DO NOT READ
--*-**-******---**OUT)
-%-%21%-%4%5%-%4%4%4%4%4%5%-%-%-%6%4%

*62187-888887-1558NET: High
55%82%79%86%80%78%-%80%80%80%80%80%77%-%100%78%71%80%

------------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The quality of the mail services provided by DX in the last 12 months (QOP411. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate DX on each of the following aspects:)
Base: All of the respondents who use DX and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
114113-6-1531212-215Unweighted total
101101-5-111109-111Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1*1*-*-2-22--2Neither low nor high
13%44%13%68%-%4%-%15%-%17%19%-%-%15%

1*1*-*-1111-*1Quite high
9%56%9%32%-%10%-%12%75%6%7%-%16%12%

7-7--4-7*76-17Very high
74%-%73%-%-%87%-%68%25%72%69%-%84%68%

Don't Know (DO NOT READ
*-*----*-**--*OUT)
4%-%4%-%-%-%-%4%-%5%5%-%-%4%

8*8*-5-8187-18NET: High
83%56%83%32%-%96%-%80%100%79%76%-%100%80%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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The quality of the mail services provided by DX in the last 12 months (QOP411. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate DX on each of the following aspects:)
Base: All of the respondents who use DX and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthMonthother main provider

DecNovOctJunMayMarFebJanDissatisfiedSatisfiedTOTAL

*c*b*a*b*a*c*b*a*b*aSignificance Level: 95%
31311231-1315Unweighted total
3*2*122*-911Weighted total

-----------Very low
-%-%-%-%-%-%-%-%-%-%-%

-----------Quite low
-%-%-%-%-%-%-%-%-%-%-%

--*--1*--*2Neither low nor high
-%-%11%-%-%73%8%-%-%4%15%

*-**--**-11Quite high
8%-%14%100%-%-%20%100%-%15%12%

2*1-1*2--77Very high
78%100%75%-%100%27%72%-%-%81%68%

Don't Know (DO NOT READ
*---------*OUT)

14%-%-%-%-%-%-%-%-%-%4%

3*1*1*2*-88NET: High
86%100%89%100%100%27%92%100%-%96%80%

-----------NET: Low
-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b - a,b,c

Ofcom; Business Postal Tracker
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The quality of the mail services provided by DX in the last 12 months (QOP411. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate DX on each of the following aspects:)
Base: All of the respondents who use DX and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
3-1--1--1-1--4Unweighted total
3-*--*--*-2--3Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

3-------*-2--3Quite high
93%-%-%-%-%-%-%-%100%-%100%-%-%90%

*-*--*-------*Very high
7%-%100%-%-%100%-%-%-%-%-%-%-%10%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

3-*--*--*-2--3NET: High
100%-%100%-%-%100%-%-%100%-%100%-%-%100%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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The quality of the mail services provided by Pitney Bowes in the last 12 months (QOP413. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Pitney Bowes on each of the
following aspects:)
Base: All of the respondents who use Pitney Bowes and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
133-1211-11-1-4Unweighted total
*3*-**2*-2*-*-3Weighted total

---------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-3*--*2--2*---3Quite high
-%93%37%-%-%47%100%-%-%100%100%-%-%-%90%

***-**-*----*-*Very high
100%7%63%-%100%53%-%100%-%-%-%-%100%-%10%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*3*-**2*-2*-*-3NET: High
100%100%100%-%100%100%100%100%-%100%100%-%100%-%100%

---------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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The quality of the mail services provided by Pitney Bowes in the last 12 months (QOP413. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Pitney Bowes on each of the
following aspects:)
Base: All of the respondents who use Pitney Bowes and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
--1-11122-22-2--4Unweighted total
--*-**2*3-*3-3--3Weighted total

-----------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----*2-3--3-2--3Quite high
-%-%-%-%-%100%100%-%100%-%-%100%-%92%-%-%90%

--*-*--*--*--*--*Very high
-%-%100%-%100%-%-%100%-%-%100%-%-%8%-%-%10%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--*-**2*3-*3-3--3NET: High
-%-%100%-%100%100%100%100%100%-%100%100%-%100%-%-%100%

-----------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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The quality of the mail services provided by Pitney Bowes in the last 12 months (QOP413. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Pitney Bowes on each of the
following aspects:)
Base: All of the respondents who use Pitney Bowes and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
4--4-4--1-1-4Unweighted total
3--3-3--*-*-3Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%

3--3-3------3Quite high
90%-%-%90%-%90%-%-%-%-%-%-%90%

*--*-*--*-*-*Very high
10%-%-%10%-%10%-%-%100%-%100%-%10%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

3--3-3--*-*-3NET: High
100%-%-%100%-%100%-%-%100%-%100%-%100%

-------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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The quality of the mail services provided by Pitney Bowes in the last 12 months (QOP413. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Pitney Bowes on each of the
following aspects:)
Base: All of the respondents who use Pitney Bowes and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
1321-131124441214Unweighted total
*3**-*****333*3*3Weighted total

-----------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-2*---*---333-3-3Quite high
-%89%47%-%-%-%37%-%-%-%90%90%90%-%100%-%90%

****-*********-**Very high
100%11%53%100%-%100%63%100%100%100%10%10%10%100%-%100%10%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*3**-*****333*3*3NET: High
100%100%100%100%-%100%100%100%100%100%100%100%100%100%100%100%100%

-----------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The quality of the mail services provided by Pitney Bowes in the last 12 months (QOP413. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Pitney Bowes on each of the
following aspects:)
Base: All of the respondents who use Pitney Bowes and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
-22142-44444-----4Unweighted total
-3**3*-33333-----3Weighted total

------------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-3--3*-33333-----3Quite high
-%100%-%-%90%47%-%90%90%90%90%90%-%-%-%-%-%90%

--****-*****-----*Very high
-%-%100%100%10%53%-%10%10%10%10%10%-%-%-%-%-%10%

Don't Know (DO NOT READ
------------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-3**3*-33333-----3NET: High
-%100%100%100%100%100%-%100%100%100%100%100%-%-%-%-%-%100%

------------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The quality of the mail services provided by Pitney Bowes in the last 12 months (QOP413. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Pitney Bowes on each of the
following aspects:)
Base: All of the respondents who use Pitney Bowes and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
31-----4132-24Unweighted total
3*-----32*3-*3Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

3------32*3--3Quite high
96%-%-%-%-%-%-%90%100%37%100%-%-%90%

**-----*-*--**Very high
4%100%-%-%-%-%-%10%-%63%-%-%100%10%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

3*-----32*3-*3NET: High
100%100%-%-%-%-%-%100%100%100%100%-%100%100%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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The quality of the mail services provided by Pitney Bowes in the last 12 months (QOP413. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Pitney Bowes on each of the
following aspects:)
Base: All of the respondents who use Pitney Bowes and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthMonthother main provider

OctJunAprJanDissatisfiedSatisfiedTOTAL

*a*b*a*a*b*aSignificance Level: 95%
1111-34Unweighted total
2***-33Weighted total

-------Very low
-%-%-%-%-%-%-%

-------Quite low
-%-%-%-%-%-%-%

-------Neither low nor high
-%-%-%-%-%-%-%

2--*-33Quite high
100%-%-%100%-%96%90%

-**--**Very high
-%100%100%-%-%4%10%

Don't Know (DO NOT READ
-------OUT)
-%-%-%-%-%-%-%

2***-33NET: High
100%100%100%100%-%100%100%

-------NET: Low
-%-%-%-%-%-%-%

Columns Tested: a,b - a,b - a

Ofcom; Business Postal Tracker
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The quality of the mail services provided by Pitney Bowes in the last 12 months (QOP413. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Pitney Bowes on each of the
following aspects:)
Base: All of the respondents who use Pitney Bowes and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
5-1121---1-1-7Unweighted total
6-**12---1-2-6Weighted total

2----2-------2Very low
28%-%-%-%-%100%-%-%-%-%-%-%-%26%

*---*--------*Quite low
3%-%-%-%12%-%-%-%-%-%-%-%-%3%

2--*-------2-2Neither low nor high
28%-%-%100%-%-%-%-%-%-%-%100%-%32%

2---1----1---2Quite high
42%-%-%-%88%-%-%-%-%100%-%-%-%38%

--*----------*Very high
-%-%100%-%-%-%-%-%-%-%-%-%-%2%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2-*-1----1---3NET: High
42%-%100%-%88%-%-%-%-%100%-%-%-%40%

2---*2-------2NET: Low
31%-%-%-%12%100%-%-%-%-%-%-%-%28%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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The quality of the mail services provided by TNT Express in the last 12 months (QOP414. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate TNT Express on each of the
following aspects:)
Base: All of the respondents who use TNT Express and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
342--253-2--2-7Unweighted total
24*--*64-2--*-6Weighted total

2-----22------2Very low
75%-%-%-%-%-%27%44%-%-%-%-%-%-%26%

-**--*------*-*Quite low
-%4%62%-%-%62%-%-%-%-%-%-%62%-%3%

*2----22------2Neither low nor high
20%38%-%-%-%-%33%56%-%-%-%-%-%-%32%

-2----2--2----2Quite high
-%58%-%-%-%-%40%-%-%100%-%-%-%-%38%

*-*--*------*-*Very high
5%-%38%-%-%38%-%-%-%-%-%-%38%-%2%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*2*--*2--2--*-3NET: High
5%58%38%-%-%38%40%-%-%100%-%-%38%-%40%

2**--*22----*-2NET: Low
75%4%62%-%-%62%27%44%-%-%-%-%62%-%28%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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The quality of the mail services provided by TNT Express in the last 12 months (QOP414. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate TNT Express on each of the
following aspects:)
Base: All of the respondents who use TNT Express and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
----13352-52-1217Unweighted total
----*2533-33-*216Weighted total

------2-2--2----2Very low
-%-%-%-%-%-%37%-%50%-%-%50%-%-%-%-%26%

----*--*--*-----*Quite low
-%-%-%-%100%-%-%5%-%-%5%-%-%-%-%-%3%

-----*2*2-*2--2-2Neither low nor high
-%-%-%-%-%24%36%14%50%-%14%50%-%-%100%-%32%

-----112--2----12Quite high
-%-%-%-%-%70%27%78%-%-%78%-%-%-%-%100%38%

-----*-*--*--*--*Very high
-%-%-%-%-%6%-%3%-%-%3%-%-%100%-%-%2%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----113--3--*-13NET: High
-%-%-%-%-%76%27%81%-%-%81%-%-%100%-%100%40%

----*-2*2-*2----2NET: Low
-%-%-%-%100%-%37%5%50%-%5%50%-%-%-%-%28%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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The quality of the mail services provided by TNT Express in the last 12 months (QOP414. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate TNT Express on each of the
following aspects:)
Base: All of the respondents who use TNT Express and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
-7-52252-1227Unweighted total
-6-52*61-*236Weighted total

-2-2--2----22Very low
-%26%-%34%-%-%27%-%-%-%-%50%26%

-*-*-*-*----*Quite low
-%3%-%4%-%62%-%29%-%-%-%-%3%

-2-2*-2*---22Neither low nor high
-%32%-%34%26%-%33%71%-%-%-%50%32%

-2-11-2---2-2Quite high
-%38%-%26%74%-%40%-%-%-%100%-%38%

-*-*-*---*--*Very high
-%2%-%2%-%38%-%-%-%100%-%-%2%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-3-11*2--*2-3NET: High
-%40%-%28%74%38%40%-%-%100%100%-%40%

-2-2-*2*---22NET: Low
-%28%-%38%-%62%27%29%-%-%-%50%28%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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The quality of the mail services provided by TNT Express in the last 12 months (QOP414. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate TNT Express on each of the
following aspects:)
Base: All of the respondents who use TNT Express and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
3641-645166552237Unweighted total
2532-533*55452236Weighted total

-----2--------2-2Very low
-%-%-%-%-%34%-%-%-%-%-%-%-%-%90%-%26%

-**--***-***--*-*Quite low
-%4%5%-%-%4%6%5%-%4%4%5%-%-%10%-%3%

*222-****2222*-22Neither low nor high
24%43%60%100%-%9%14%14%100%43%43%58%45%26%-%55%32%

121--222-22121-12Quite high
70%51%35%-%-%51%80%78%-%51%51%34%53%74%-%41%38%

**---*-*-****--**Very high
6%2%-%-%-%2%-%3%-%2%2%3%2%-%-%4%2%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

131--323-33131-13NET: High
76%53%35%-%-%53%80%81%-%53%53%37%55%74%-%45%40%

-**--2**-***--2-2NET: Low
-%4%5%-%-%38%6%5%-%4%4%5%-%-%100%-%28%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The quality of the mail services provided by TNT Express in the last 12 months (QOP414. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate TNT Express on each of the
following aspects:)
Base: All of the respondents who use TNT Express and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
-43276-777776-1447Unweighted total
-42166-666666-*256Weighted total

--2-22-222222----2Very low
-%-%73%-%26%26%-%26%26%26%26%26%26%-%-%-%-%26%

--*-**-******--*-*Quite low
-%-%8%-%3%3%-%3%3%3%3%3%3%-%-%9%-%3%

-2**22-222222--*22Neither low nor high
-%39%19%80%32%33%-%32%32%32%32%32%33%-%-%22%46%32%

-2--22-222222--122Quite high
-%59%-%-%38%39%-%38%38%38%38%38%39%-%-%63%54%38%

-*-**--*****--**-*Very high
-%3%-%20%2%-%-%2%2%2%2%2%-%-%100%5%-%2%

Don't Know (DO NOT READ
------------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-3-*32-333332-*123NET: High
-%61%-%20%40%39%-%40%40%40%40%40%39%-%100%69%54%40%

--2-22-222222--*-2NET: Low
-%-%81%-%28%29%-%28%28%28%28%28%29%-%-%9%-%28%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The quality of the mail services provided by TNT Express in the last 12 months (QOP414. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate TNT Express on each of the
following aspects:)
Base: All of the respondents who use TNT Express and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
7-4313-7164127Unweighted total
6-33*3-6153226Weighted total

2-2--2-2-2-2-2Very low
26%-%52%-%-%55%-%26%-%32%-%100%-%26%

*-*----*-*--**Quite low
3%-%6%-%-%-%-%3%-%3%-%-%10%3%

2--2*--2-2*-22Neither low nor high
32%-%-%63%100%-%-%32%-%40%14%-%90%32%

2-11-1-2112--2Quite high
38%-%39%37%-%41%-%38%100%24%82%-%-%38%

*-*--*-*-**--*Very high
2%-%3%-%-%4%-%2%-%2%4%-%-%2%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

3-11-1-3113--3NET: High
40%-%42%37%-%45%-%40%100%26%86%-%-%40%

2-2--2-2-2-2*2NET: Low
28%-%58%-%-%55%-%28%-%35%-%100%10%28%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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The quality of the mail services provided by TNT Express in the last 12 months (QOP414. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate TNT Express on each of the
following aspects:)
Base: All of the respondents who use TNT Express and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthMonthother main provider

DecNovOctMayFebDissatisfiedSatisfiedTOTAL

*c*b*a*a*a*b*aSignificance Level: 95%
12112-77Unweighted total
*1122-66Weighted total

----2-22Very low
-%-%-%-%90%-%26%26%

----*-**Quite low
-%-%-%-%10%-%3%3%

*--2--22Neither low nor high
100%-%-%100%-%-%32%32%

-11---22Quite high
-%92%100%-%-%-%38%38%

-*----**Very high
-%8%-%-%-%-%2%2%

Don't Know (DO NOT READ
--------OUT)
-%-%-%-%-%-%-%-%

-11---33NET: High
-%100%100%-%-%-%40%40%

----2-22NET: Low
-%-%-%-%100%-%28%28%

Columns Tested: a,b - a,b,c

Ofcom; Business Postal Tracker
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The quality of the mail services provided by TNT Express in the last 12 months (QOP414. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate TNT Express on each of the
following aspects:)
Base: All of the respondents who use TNT Express and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
2-------1--1-2Unweighted total
2-------*--2-2Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2----------2-2Neither low nor high
90%-%-%-%-%-%-%-%-%-%-%100%-%90%

*-------*----*Quite high
10%-%-%-%-%-%-%-%100%-%-%-%-%10%

--------------Very high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*-------*----*NET: High
10%-%-%-%-%-%-%-%100%-%-%-%-%10%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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The quality of the mail services provided by TNT Post UK in the last 12 months (QOP415. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate TNT Post UK on each of the
following aspects:)
Base: All of the respondents who use TNT Post UK and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
111-1-11----1-2Unweighted total
*2*-*-22----*-2Weighted total

---------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-2----22------2Neither low nor high
-%100%-%-%-%-%100%100%-%-%-%-%-%-%90%

*-*-*-------*-*Quite high
100%-%100%-%100%-%-%-%-%-%-%-%100%-%10%

---------------Very high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*-*-*-------*-*NET: High
100%-%100%-%100%-%-%-%-%-%-%-%100%-%10%

---------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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The quality of the mail services provided by TNT Post UK in the last 12 months (QOP415. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate TNT Post UK on each of the
following aspects:)
Base: All of the respondents who use TNT Post UK and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
----1-1-2--21-1-2Unweighted total
----*-2-2--2*-2-2Weighted total

-----------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------2-2--2--2-2Neither low nor high
-%-%-%-%-%-%100%-%90%-%-%90%-%-%100%-%90%

----*---*--**---*Quite high
-%-%-%-%100%-%-%-%10%-%-%10%100%-%-%-%10%

-----------------Very high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----*---*--**---*NET: High
-%-%-%-%100%-%-%-%10%-%-%10%100%-%-%-%10%

-----------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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The quality of the mail services provided by TNT Post UK in the last 12 months (QOP415. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate TNT Post UK on each of the
following aspects:)
Base: All of the respondents who use TNT Post UK and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
-2-2--2----22Unweighted total
-2-2--2----22Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-2-2--2----22Neither low nor high
-%90%-%90%-%-%90%-%-%-%-%90%90%

-*-*--*----**Quite high
-%10%-%10%-%-%10%-%-%-%-%10%10%

-------------Very high
-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-*--*----**NET: High
-%10%-%10%-%-%10%-%-%-%-%10%10%

-------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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The quality of the mail services provided by TNT Post UK in the last 12 months (QOP415. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate TNT Post UK on each of the
following aspects:)
Base: All of the respondents who use TNT Post UK and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
-212--1--2222--22Unweighted total
-222--*--2222--22Weighted total

-----------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-222-----2222--22Neither low nor high
-%90%100%90%-%-%-%-%-%90%90%90%90%-%-%90%90%

-*-*--*--****--**Quite high
-%10%-%10%-%-%100%-%-%10%10%10%10%-%-%10%10%

-----------------Very high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-*--*--****--**NET: High
-%10%-%10%-%-%100%-%-%10%10%10%10%-%-%10%10%

-----------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The quality of the mail services provided by TNT Post UK in the last 12 months (QOP415. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate TNT Post UK on each of the
following aspects:)
Base: All of the respondents who use TNT Post UK and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
-2--11-222222--122Unweighted total
-2--22-222222--*22Weighted total

------------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-2--22-222222---22Neither low nor high
-%90%-%-%100%100%-%90%90%90%90%90%90%-%-%-%90%90%

-*-----******--***Quite high
-%10%-%-%-%-%-%10%10%10%10%10%10%-%-%100%10%10%

------------------Very high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
------------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-----******--***NET: High
-%10%-%-%-%-%-%10%10%10%10%10%10%-%-%100%10%10%

------------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The quality of the mail services provided by TNT Post UK in the last 12 months (QOP415. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate TNT Post UK on each of the
following aspects:)
Base: All of the respondents who use TNT Post UK and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
2--21--2-21-12Unweighted total
2--2*--2-2*-22Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2--2---2-2--22Neither low nor high
90%-%-%90%-%-%-%90%-%90%-%-%100%90%

*--**--*-**--*Quite high
10%-%-%10%100%-%-%10%-%10%100%-%-%10%

--------------Very high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*--**--*-**--*NET: High
10%-%-%10%100%-%-%10%-%10%100%-%-%10%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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The quality of the mail services provided by TNT Post UK in the last 12 months (QOP415. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate TNT Post UK on each of the
following aspects:)
Base: All of the respondents who use TNT Post UK and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthother main provider

MayFebDissatisfiedSatisfiedTOTAL

*a*a*b*aSignificance Level: 95%
11-22Unweighted total
2*-22Weighted total

-----Very low
-%-%-%-%-%

-----Quite low
-%-%-%-%-%

2--22Neither low nor high
100%-%-%90%90%

-*-**Quite high
-%100%-%10%10%

-----Very high
-%-%-%-%-%

Don't Know (DO NOT READ
-----OUT)
-%-%-%-%-%

-*-**NET: High
-%100%-%10%10%

-----NET: Low
-%-%-%-%-%

Columns Tested: a,b

Ofcom; Business Postal Tracker
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The quality of the mail services provided by TNT Post UK in the last 12 months (QOP415. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate TNT Post UK on each of the
following aspects:)
Base: All of the respondents who use TNT Post UK and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
41-112---1---6Unweighted total
6*-*13---1---6Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-*---------1Quite high
-%100%-%100%-%-%-%-%-%-%-%-%-%9%

2---1----1---2Very high
44%-%-%-%100%-%-%-%-%100%-%-%-%40%

Don't Know (DO NOT READ
3----3-------3OUT)

56%-%-%-%-%100%-%-%-%-%-%-%-%51%

2*-*1----1---3NET: High
44%100%-%100%100%-%-%-%-%100%-%-%-%49%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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The quality of the mail services provided by QV4a Other (1st) in the last 12 months (QOP491. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate QV4a Other (1st) on each of
the following aspects:)
Base: All of the respondents who use QV4a Other (1st) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
241-1-54----2-6Unweighted total
24*-*-63----3-6Weighted total

---------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

***-*-*1------1Quite high
6%10%100%-%100%-%7%17%-%-%-%-%-%-%9%

-2----21----1-2Very high
-%56%-%-%-%-%41%38%-%-%-%-%42%-%40%

Don't Know (DO NOT READ
21----31----2-3OUT)

94%34%-%-%-%-%52%45%-%-%-%-%58%-%51%

*3*-*-32----1-3NET: High
6%66%100%-%100%-%48%55%-%-%-%-%42%-%49%

---------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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The quality of the mail services provided by QV4a Other (1st) in the last 12 months (QOP491. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate QV4a Other (1st) on each of
the following aspects:)
Base: All of the respondents who use QV4a Other (1st) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
---211-42-42-1-36Unweighted total
---2*1-42-42-1-36Weighted total

-----------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---**--**-**---*1Quite high
-%-%-%26%100%-%-%10%6%-%10%6%-%-%-%13%9%

---1-1-2--2----12Very high
-%-%-%74%-%100%-%56%-%-%56%-%-%-%-%37%40%

Don't Know (DO NOT READ
-------12-12-1-23OUT)
-%-%-%-%-%-%-%34%94%-%34%94%-%100%-%50%51%

---2*1-3*-3*---23NET: High
-%-%-%100%100%100%-%66%6%-%66%6%-%-%-%50%49%

-----------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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The quality of the mail services provided by QV4a Other (1st) in the last 12 months (QOP491. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate QV4a Other (1st) on each of
the following aspects:)
Base: All of the respondents who use QV4a Other (1st) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
24-4242-11-36Unweighted total
24-5151-11-36Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%

**-****----*1Quite high
23%3%-%9%8%9%8%-%-%-%-%4%9%

-2-1111-1--12Very high
-%58%-%26%92%26%92%-%100%-%-%41%40%

Don't Know (DO NOT READ
12-3-3---1-23OUT)

77%39%-%65%-%65%-%-%-%100%-%56%51%

*3-2121-1--13NET: High
23%61%-%35%100%35%100%-%100%-%-%44%49%

-------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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The quality of the mail services provided by QV4a Other (1st) in the last 12 months (QOP491. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate QV4a Other (1st) on each of
the following aspects:)
Base: All of the respondents who use QV4a Other (1st) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
-54--545144341146Unweighted total
-46--636143231146Weighted total

-----------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-1---*1*-*111--11Quite high
-%12%-%-%-%2%18%2%-%2%18%31%18%-%-%15%9%

-22--2221121211-2Very high
-%55%44%-%-%43%82%43%100%28%82%69%82%100%100%-%40%

Don't Know (DO NOT READ
-13--3-3-3-----33OUT)
-%33%56%-%-%55%-%55%-%70%-%-%-%-%-%85%51%

-32--333113231113NET: High
-%67%44%-%-%45%100%45%100%30%100%100%100%100%100%15%49%

-----------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The quality of the mail services provided by QV4a Other (1st) in the last 12 months (QOP491. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate QV4a Other (1st) on each of
the following aspects:)
Base: All of the respondents who use QV4a Other (1st) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
-42163-666564--336Unweighted total
-33164-666464--336Weighted total

------------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-1--1--11111*--**1Quite high
-%16%-%-%9%-%-%9%9%9%12%9%3%-%-%4%4%9%

-11-21-222222--222Very high
-%36%45%-%40%28%-%40%40%40%55%40%58%-%-%96%96%40%

Don't Know (DO NOT READ
-21133-333132----3OUT)
-%48%55%100%51%72%-%51%51%51%33%51%39%-%-%-%-%51%

-21-31-333333--333NET: High
-%52%45%-%49%28%-%49%49%49%67%49%61%-%-%100%100%49%

------------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
Table 159  (continuation)                                                                                                                                                                      Page 1455

The quality of the mail services provided by QV4a Other (1st) in the last 12 months (QOP491. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate QV4a Other (1st) on each of
the following aspects:)
Base: All of the respondents who use QV4a Other (1st) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
4231-4-6244-26Unweighted total
4231-4-6333-36Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

***--*-1-11--1Quite high
3%23%4%-%-%3%-%9%-%16%16%-%-%9%

2-11-2-2111-12Very high
58%-%41%100%-%58%-%40%45%36%36%-%46%40%

Don't Know (DO NOT READ
212--2-3122-13OUT)

39%77%55%-%-%39%-%51%55%48%48%-%54%51%

3*11-3-3122-13NET: High
61%23%45%100%-%61%-%49%45%52%52%-%46%49%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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The quality of the mail services provided by QV4a Other (1st) in the last 12 months (QOP491. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate QV4a Other (1st) on each of
the following aspects:)
Base: All of the respondents who use QV4a Other (1st) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthother main provider

DecJunAprDissatisfiedSatisfiedTOTAL

*a*b*a*b*aSignificance Level: 95%
312-66Unweighted total
322-66Weighted total

------Very low
-%-%-%-%-%-%

------Quite low
-%-%-%-%-%-%

------Neither low nor high
-%-%-%-%-%-%

*-*-11Quite high
4%-%26%-%9%9%

1-1-22Very high
44%-%74%-%40%40%

Don't Know (DO NOT READ
12--33OUT)

52%100%-%-%51%51%

1-2-33NET: High
48%-%100%-%49%49%

------NET: Low
-%-%-%-%-%-%

Columns Tested: a,b - a,b

Ofcom; Business Postal Tracker
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The quality of the mail services provided by QV4a Other (1st) in the last 12 months (QOP491. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate QV4a Other (1st) on each of
the following aspects:)
Base: All of the respondents who use QV4a Other (1st) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
1-----------11Unweighted total
*-----------**Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Very high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
*-----------**OUT)

100%-%-%-%-%-%-%-%-%-%-%-%100%100%

--------------NET: High
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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The quality of the mail services provided by QV4a Other (3rd) in the last 12 months (QOP493. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate QV4a Other (3rd) on each of
the following aspects:)
Base: All of the respondents who use QV4a Other (3rd) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
1-1--1------1-1Unweighted total
*-*--*------*-*Weighted total

---------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Quite high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Very high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
*-*--*------*-*OUT)

100%-%100%-%-%100%-%-%-%-%-%-%100%-%100%

---------------NET: High
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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The quality of the mail services provided by QV4a Other (3rd) in the last 12 months (QOP493. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate QV4a Other (3rd) on each of
the following aspects:)
Base: All of the respondents who use QV4a Other (3rd) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
-------1--1-----1Unweighted total
-------*--*-----*Weighted total

-----------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Quite high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Very high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
-------*--*-----*OUT)
-%-%-%-%-%-%-%100%-%-%100%-%-%-%-%-%100%

-----------------NET: High
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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The quality of the mail services provided by QV4a Other (3rd) in the last 12 months (QOP493. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate QV4a Other (3rd) on each of
the following aspects:)
Base: All of the respondents who use QV4a Other (3rd) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
1--1-1-----11Unweighted total
*--*-*-----**Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Quite high
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Very high
-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
*--*-*-----**OUT)

100%-%-%100%-%100%-%-%-%-%-%100%100%

-------------NET: High
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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The quality of the mail services provided by QV4a Other (3rd) in the last 12 months (QOP493. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate QV4a Other (3rd) on each of
the following aspects:)
Base: All of the respondents who use QV4a Other (3rd) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
111--1---1-----11Unweighted total
***--*---*-----**Weighted total

-----------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Quite high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Very high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
***--*---*-----**OUT)

100%100%100%-%-%100%-%-%-%100%-%-%-%-%-%100%100%

-----------------NET: High
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The quality of the mail services provided by QV4a Other (3rd) in the last 12 months (QOP493. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate QV4a Other (3rd) on each of
the following aspects:)
Base: All of the respondents who use QV4a Other (3rd) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
-1-111-111-1-----1Unweighted total
-*-***-***-*-----*Weighted total

------------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Quite high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Very high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
-*-***-***-*-----*OUT)
-%100%-%100%100%100%-%100%100%100%-%100%-%-%-%-%-%100%

------------------NET: High
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The quality of the mail services provided by QV4a Other (3rd) in the last 12 months (QOP493. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate QV4a Other (3rd) on each of
the following aspects:)
Base: All of the respondents who use QV4a Other (3rd) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
-1-----11-1--1Unweighted total
-*-----**-*--*Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Very high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
-*-----**-*--*OUT)
-%100%-%-%-%-%-%100%100%-%100%-%-%100%

--------------NET: High
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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The quality of the mail services provided by QV4a Other (3rd) in the last 12 months (QOP493. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate QV4a Other (3rd) on each of
the following aspects:)
Base: All of the respondents who use QV4a Other (3rd) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
Monthother main provider

JunDissatisfiedSatisfiedTOTAL

*a*b*aSignificance Level: 95%
1-11Unweighted total
*-**Weighted total

----Very low
-%-%-%-%

----Quite low
-%-%-%-%

----Neither low nor high
-%-%-%-%

----Quite high
-%-%-%-%

----Very high
-%-%-%-%

Don't Know (DO NOT READ
*-**OUT)

100%-%100%100%

----NET: High
-%-%-%-%

----NET: Low
-%-%-%-%

Columns Tested: a,b

Ofcom; Business Postal Tracker
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The quality of the mail services provided by QV4a Other (3rd) in the last 12 months (QOP493. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate QV4a Other (3rd) on each of
the following aspects:)
Base: All of the respondents who use QV4a Other (3rd) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
1921424142112226Unweighted total
241*125*72122227Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--*----------*Quite low
-%-%100%-%-%-%-%-%-%-%-%-%-%2%

4----2-2-----4Neither low nor high
16%-%-%-%-%33%-%32%-%-%-%-%-%15%

8--1-**21-21-9Quite high
33%-%-%69%-%4%100%32%49%-%100%88%-%33%

101-*23-*11--211Very high
40%100%-%31%100%63%-%3%51%100%-%-%100%41%

Don't Know (DO NOT READ
3------2---*-3OUT)

10%-%-%-%-%-%-%32%-%-%-%12%-%9%

181-123*32121220NET: High
73%100%-%100%100%67%100%35%100%100%100%88%100%74%

--*----------*NET: Low
-%-%100%-%-%-%-%-%-%-%-%-%-%2%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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The quality of the mail services provided by QV4b Other (1st) in the last 12 months (QOP494. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate QV4b Other (1st) on each of
the following aspects:)
Base: All of the respondents who use QV4b Other (1st) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
15116-332071122-3-26Unweighted total
13141-*12682111-3-27Weighted total

---------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*-----*---*---*Quite low
3%-%-%-%-%-%2%-%-%-%50%-%-%-%2%

4-----42-2----4Neither low nor high
31%-%-%-%-%-%15%29%-%15%-%-%-%-%15%

361-**83-4*---9Quite high
20%45%52%-%60%47%32%36%-%37%50%-%-%-%33%

65*--*113-5--3-11Very high
45%37%32%-%-%53%42%33%-%48%-%-%100%-%41%

Don't Know (DO NOT READ
-3*-*-2*2-----3OUT)
-%18%16%-%40%-%9%2%100%-%-%-%-%-%9%

8121-*1196-10*-3-20NET: High
65%82%84%-%60%100%74%69%-%85%50%-%100%-%74%

*-----*---*---*NET: Low
3%-%-%-%-%-%2%-%-%-%50%-%-%-%2%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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The quality of the mail services provided by QV4b Other (1st) in the last 12 months (QOP494. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate QV4b Other (1st) on each of
the following aspects:)
Base: All of the respondents who use QV4b Other (1st) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
-1-32681871188-431126Unweighted total
-*-413112052207-431227Weighted total

-----------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----*--*--*----**Quite low
-%-%-%-%80%-%-%2%-%-%2%-%-%-%-%4%2%

------44--4--22-4Neither low nor high
-%-%-%-%-%-%36%20%-%-%20%-%-%54%50%-%15%

---1*1172-72-1229Quite high
-%-%-%33%20%33%13%35%41%-%35%28%-%13%50%16%33%

---2-2383-83-1-711Very high
-%-%-%67%-%67%30%42%59%-%42%40%-%34%-%59%41%

Don't Know (DO NOT READ
-*----2*-2*2---23OUT)
-%100%-%-%-%-%21%1%-%100%1%32%-%-%-%20%9%

---4*35155-155-22920NET: High
-%-%-%100%20%100%43%77%100%-%77%68%-%46%50%76%74%

----*--*--*----**NET: Low
-%-%-%-%80%-%-%2%-%-%2%-%-%-%-%4%2%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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The quality of the mail services provided by QV4b Other (1st) in the last 12 months (QOP494. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate QV4b Other (1st) on each of
the following aspects:)
Base: All of the respondents who use QV4b Other (1st) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
224-1412121463231126Unweighted total
225-141314136334927Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-*--*-*----**Quite low
-%2%-%-%3%-%3%-%-%-%-%5%2%

-4-2222-2--24Neither low nor high
-%16%-%17%12%17%12%-%53%-%-%26%15%

-9-54634--329Quite high
-%35%-%33%33%40%25%72%-%-%67%22%33%

210-74652131411Very high
100%37%-%50%32%43%39%28%40%100%33%48%41%

Don't Know (DO NOT READ
-3--3-3-*---3OUT)
-%10%-%-%19%-%19%-%6%-%-%-%9%

218-1191296134620NET: High
100%72%-%83%65%83%65%100%40%100%100%70%74%

-*--*-*----**NET: Low
-%2%-%-%3%-%3%-%-%-%-%5%2%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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The quality of the mail services provided by QV4b Other (1st) in the last 12 months (QOP494. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate QV4b Other (1st) on each of
the following aspects:)
Base: All of the respondents who use QV4b Other (1st) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
624204-211316822171117145626Unweighted total
625193-21111962313713134827Weighted total

-----------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-**--*********--*Quite low
-%2%2%-%-%2%4%2%7%2%3%6%3%3%-%-%2%

-44--424-4----224Neither low nor high
-%16%21%-%-%19%22%21%-%18%-%-%-%-%40%29%15%

3953-624382227**9Quite high
46%34%26%82%-%29%22%24%54%37%18%30%18%52%10%1%33%

31010*-1161021085862311Very high
54%38%50%13%-%50%51%53%35%42%59%62%59%43%50%41%41%

Don't Know (DO NOT READ
-3**--*-**3*3*-23OUT)
-%10%1%6%-%-%2%-%3%1%19%3%19%2%-%29%9%

618153-1781451810710133320NET: High
100%72%76%94%-%79%73%76%89%80%77%91%77%95%60%42%74%

-**--*********--*NET: Low
-%2%2%-%-%2%4%2%7%2%3%6%3%3%-%-%2%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The quality of the mail services provided by QV4b Other (1st) in the last 12 months (QOP494. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate QV4b Other (1st) on each of
the following aspects:)
Base: All of the respondents who use QV4b Other (1st) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
11410102517-26252623262011121926Unweighted total
*131392514-27252723272012101927Weighted total

------------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-***-******---**Quite low
-%3%-%5%2%3%-%2%2%2%2%2%2%-%-%-%2%2%

-22242-444442-2-44Neither low nor high
-%13%18%28%16%12%-%15%16%15%17%15%12%-%100%-%21%15%

*27173-999996--559Quite high
100%12%52%9%27%20%-%33%36%33%39%33%31%-%-%44%27%33%

-745119-11111191181-6711Very high
-%54%31%56%45%64%-%41%45%41%41%41%41%100%-%54%36%41%

Don't Know (DO NOT READ
-2-*3*-3*3*33--*33OUT)
-%18%-%2%10%1%-%9%1%9%1%9%13%-%-%2%14%9%

*91161812-2020201820141-101220NET: High
100%66%82%65%72%84%-%74%81%74%80%74%73%100%-%98%62%74%

-*-***-******---**NET: Low
-%3%-%5%2%3%-%2%2%2%2%2%2%-%-%-%2%2%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The quality of the mail services provided by QV4b Other (1st) in the last 12 months (QOP494. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate QV4b Other (1st) on each of
the following aspects:)
Base: All of the respondents who use QV4b Other (1st) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
206168115-261115153826Unweighted total
208169*16-2711161341027Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-**--*-**-*--*Quite low
-%6%3%-%-%3%-%2%4%-%3%-%-%2%

-422-2-4-4--44Neither low nor high
-%53%14%18%-%15%-%15%-%24%-%-%39%15%

7163*4-9274329Quite high
38%19%33%38%100%26%-%33%16%44%32%63%22%33%

10264-7-116561411Very high
49%22%34%43%-%42%-%41%58%30%45%37%38%41%

Don't Know (DO NOT READ
3-3--2-32*3--3OUT)

13%-%16%-%-%15%-%9%22%1%20%-%-%9%

173117*11-20812104620NET: High
87%41%68%82%100%68%-%74%74%74%77%100%61%74%

-**--*-**-*--*NET: Low
-%6%3%-%-%3%-%2%4%-%3%-%-%2%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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The quality of the mail services provided by QV4b Other (1st) in the last 12 months (QOP494. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate QV4b Other (1st) on each of
the following aspects:)
Base: All of the respondents who use QV4b Other (1st) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthother main provider

DecNovOctJunMayAprDissatisfiedSatisfiedTOTAL

*c*b*a*c*b*a*b*aSignificance Level: 95%
83491112326Unweighted total
95461122327Weighted total

---------Very low
-%-%-%-%-%-%-%-%-%

---*----*Quite low
-%-%-%7%-%-%-%-%2%

2--2--224Neither low nor high
26%-%-%26%-%-%100%7%15%

25**1--79Quite high
27%92%4%7%100%-%-%33%33%

4*24-1-1111Very high
47%8%40%58%-%100%-%49%41%

Don't Know (DO NOT READ
--2*---33OUT)
-%-%56%3%-%-%-%11%9%

752411-1920NET: High
74%100%44%64%100%100%-%82%74%

---*----*NET: Low
-%-%-%7%-%-%-%-%2%

Columns Tested: a,b - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The quality of the mail services provided by QV4b Other (1st) in the last 12 months (QOP494. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate QV4b Other (1st) on each of
the following aspects:)
Base: All of the respondents who use QV4b Other (1st) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
61--1--31--1-7Unweighted total
9*--1--51--1-9Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2------2-----2Neither low nor high
27%-%-%-%-%-%-%48%-%-%-%-%-%25%

1----------1-1Quite high
17%-%-%-%-%-%-%-%-%-%-%100%-%16%

5*--1--31----5Very high
57%100%-%-%100%-%-%52%100%-%-%-%-%59%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

6*--1--31--1-7NET: High
73%100%-%-%100%-%-%52%100%-%-%100%-%75%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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The quality of the mail services provided by QV4b Other (2nd) in the last 12 months (QOP495. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate QV4b Other (2nd) on each of
the following aspects:)
Base: All of the respondents who use QV4b Other (2nd) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
341--161-5----7Unweighted total
45*--*92-5----9Weighted total

---------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-2----2--2----2Neither low nor high
-%45%-%-%-%-%26%-%-%43%-%-%-%-%25%

-1----1-------1Quite high
-%28%-%-%-%-%16%-%-%-%-%-%-%-%16%

41*--*52-3----5Very high
100%27%100%-%-%100%58%100%-%57%-%-%-%-%59%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

43*--*72-3----7NET: High
100%55%100%-%-%100%74%100%-%57%-%-%-%-%75%

---------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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The quality of the mail services provided by QV4b Other (2nd) in the last 12 months (QOP495. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate QV4b Other (2nd) on each of
the following aspects:)
Base: All of the respondents who use QV4b Other (2nd) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
---1--552-52-1-37Unweighted total
---1--672-72-2-39Weighted total

-----------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-------2--2-----2Neither low nor high
-%-%-%-%-%-%-%32%-%-%32%-%-%-%-%-%25%

------1-1--1---11Quite high
-%-%-%-%-%-%26%-%77%-%-%77%-%-%-%47%16%

---1--45*-5*-2-25Very high
-%-%-%100%-%-%74%68%23%-%68%23%-%100%-%53%59%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---1--652-52-2-37NET: High
-%-%-%100%-%-%100%68%100%-%68%100%-%100%-%100%75%

-----------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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The quality of the mail services provided by QV4b Other (2nd) in the last 12 months (QOP495. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate QV4b Other (2nd) on each of
the following aspects:)
Base: All of the respondents who use QV4b Other (2nd) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
-7-43432-1137Unweighted total
-9-45543-1149Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-2--2-22----2Neither low nor high
-%25%-%-%47%-%59%92%-%-%-%-%25%

-1--11-----11Quite high
-%16%-%-%29%28%-%-%-%-%-%35%16%

-5-4142*-1135Very high
-%59%-%100%24%72%41%8%-%100%100%65%59%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-7-4352*-1147NET: High
-%75%-%100%53%100%41%8%-%100%100%100%75%

-------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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The quality of the mail services provided by QV4b Other (2nd) in the last 12 months (QOP495. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate QV4b Other (2nd) on each of
the following aspects:)
Base: All of the respondents who use QV4b Other (2nd) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
275--725-74244117Unweighted total
497--948-93135*29Weighted total

-----------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

222--2-2-2---2--2Neither low nor high
66%25%36%-%-%25%-%31%-%25%-%-%-%47%-%-%25%

-1---1---1------1Quite high
-%16%-%-%-%16%-%-%-%16%-%-%-%-%-%-%16%

154--545-53133*25Very high
34%59%64%-%-%59%100%69%-%59%100%100%100%53%100%100%59%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

174--745-73133*27NET: High
34%75%64%-%-%75%100%69%-%75%100%100%100%53%100%100%75%

-----------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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The quality of the mail services provided by QV4b Other (2nd) in the last 12 months (QOP495. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate QV4b Other (2nd) on each of
the following aspects:)
Base: All of the respondents who use QV4b Other (2nd) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
-25274-777777--467Unweighted total
-28494-999999--589Weighted total

------------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--2-2--222222--222Neither low nor high
-%-%31%-%25%-%-%25%25%25%25%25%25%-%-%47%29%25%

--1-11-111111---11Quite high
-%-%19%-%16%36%-%16%16%16%16%16%16%-%-%-%18%16%

-24453-555555--345Very high
-%100%50%100%59%64%-%59%59%59%59%59%59%-%-%53%52%59%

Don't Know (DO NOT READ
------------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-25474-777777--367NET: High
-%100%69%100%75%100%-%75%75%75%75%75%75%-%-%53%71%75%

------------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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The quality of the mail services provided by QV4b Other (2nd) in the last 12 months (QOP495. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate QV4b Other (2nd) on each of
the following aspects:)
Base: All of the respondents who use QV4b Other (2nd) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
5261-6-7344-37Unweighted total
5481-8-9364-59Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2-2--2-2-22--2Neither low nor high
43%-%29%-%-%29%-%25%-%37%56%-%-%25%

-11--1-11---11Quite high
-%38%18%-%-%18%-%16%51%-%-%-%29%16%

3241-4-5142-45Very high
57%62%52%100%-%52%-%59%49%63%44%-%71%59%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

3461-6-7342-57NET: High
57%100%71%100%-%71%-%75%100%63%44%-%100%75%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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The quality of the mail services provided by QV4b Other (2nd) in the last 12 months (QOP495. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate QV4b Other (2nd) on each of
the following aspects:)
Base: All of the respondents who use QV4b Other (2nd) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthother main provider

DecNovOctJunDissatisfiedSatisfiedTOTAL

*c*b*a*a*b*aSignificance Level: 95%
2212157Unweighted total
4311259Weighted total

-------Very low
-%-%-%-%-%-%-%

-------Quite low
-%-%-%-%-%-%-%

-2---22Neither low nor high
-%84%-%-%-%43%25%

1-----1Quite high
38%-%-%-%-%-%16%

2*11235Very high
62%16%100%100%100%57%59%

Don't Know (DO NOT READ
-------OUT)
-%-%-%-%-%-%-%

4*11237NET: High
100%16%100%100%100%57%75%

-------NET: Low
-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c
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The quality of the mail services provided by QV4b Other (2nd) in the last 12 months (QOP495. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate QV4b Other (2nd) on each of
the following aspects:)
Base: All of the respondents who use QV4b Other (2nd) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



QV4b OtherQV4b OtherQV4a OtherQV4a OtherTNT PostTNTPitneyDXFedExHermesParcelforceYodelUPSUK MailTNTDHL
(2nd)(1st)(3rd)(1st)UKExpressBowes

*p*o*n*m*l*k*j*i*hgf*ed*c*baSignificance Level: 95%
72616274152732551335112535Unweighted total
927*6263112645481132121738Weighted total

-----2---2-*---*Very low
-%-%-%-%-%26%-%-%-%4%-%2%-%-%-%1%

-*---*-----1*1**Quite low
-%2%-%-%-%3%-%-%-%-%-%11%*%13%1%*%

24--22-222614*22Neither low nor high
25%15%-%-%90%32%-%15%9%4%12%13%12%3%14%6%

19-1*231622204148825Quite high
16%33%-%9%10%38%90%12%22%49%42%33%44%66%45%66%

f

511-2-**7182022514248Very high
59%41%-%40%-%2%10%68%68%44%45%41%43%16%23%21%

a

Don't Know (DO NOT READ
-3*3---*-----*32OUT)
-%9%100%51%-%-%-%4%-%-%-%-%-%2%17%6%

720-3*338244242828101233NET: High
75%74%-%49%10%40%100%80%91%93%88%74%88%82%68%87%

-*---2---2-1*1**NET: Low
-%2%-%-%-%28%-%-%-%4%-%13%*%13%1%1%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m,n,o,p

Ofcom; Business Postal Tracker
Table 163                                                                                                                                                                                      Page 1482

QOP4. SUMMARY. QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate [QV5C] on each of the following aspects:
The quality of the mail services provided by [QV5C] in the last 12 months
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
2822361473222135Unweighted total
371*14*7122153238Weighted total

3----*----2--3Very low
7%-%-%-%-%100%-%-%-%-%50%-%-%7%

3---1------2-3Quite low
8%-%-%-%28%-%-%-%-%-%-%53%-%7%

12***1--71---213Neither low nor high
32%19%100%44%33%-%-%59%89%-%-%-%100%33%

11--*1-55**---12Quite high
31%-%-%44%29%-%68%39%11%12%-%-%-%31%

6*-**-2*-1-1-6Very high
15%81%-%11%5%-%32%1%-%88%-%47%-%16%

Don't Know (DO NOT READ
3---*-----2--3OUT)
7%-%-%-%4%-%-%-%-%-%50%-%-%7%

17*-11-75*1-1-18NET: High
46%81%-%56%34%-%100%41%11%100%-%47%-%47%

5---1*----22-5NET: Low
15%-%-%-%28%100%-%-%-%-%50%53%-%14%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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Table 164                                                                                                                                                                                      Page 1483

The price of the postal services provided by DHL in the last 12 months (QOP42. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate DHL on each of the following aspects:)
Base: All of the respondents who use DHL and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
2114144372115-71-10135Unweighted total
211721113620-81-8138Weighted total

-3*--*22----*-3Very low
-%15%9%-%-%20%7%12%-%-%-%-%3%-%7%

12----33------3Quite low
6%10%-%-%-%-%8%14%-%-%-%-%-%-%7%

761*-*127-2--4-13Neither low nor high
33%32%38%49%-%50%32%34%-%19%-%-%56%-%33%

931**-115-6--*-12Quite high
44%15%23%22%67%-%31%27%-%75%-%-%5%-%31%

421*-*6*-*1-316Very high
17%14%23%28%-%30%15%1%-%6%100%-%34%100%16%

Don't Know (DO NOT READ
*2*-*-22----*-3OUT)
1%14%8%-%33%-%7%12%-%-%-%-%2%-%7%

1351***176-61-3118NET: High
61%29%46%51%67%30%47%28%-%81%100%-%39%100%47%

14*--*55----*-5NET: Low
6%25%9%-%-%20%15%26%-%-%-%-%3%-%14%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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The price of the postal services provided by DHL in the last 12 months (QOP42. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate DHL on each of the following aspects:)
Base: All of the respondents who use DHL and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
-315591216163161941021035Unweighted total
-1*5482012234122711421638Weighted total

----*2-*2-*2-*-23Very low
-%-%-%-%5%29%-%2%11%-%2%9%-%1%-%15%7%

------3-21-3--213Quite low
-%-%-%-%-%-%14%-%7%30%-%11%-%-%78%7%7%

-*-*13839*39*6-213Neither low nor high
-%70%-%2%32%32%41%28%39%11%28%35%17%45%-%10%33%

-*-23*637239*4-812Quite high
-%30%-%46%63%2%33%23%29%59%23%34%55%26%-%46%31%

--**-3233-33-1*46Very high
-%-%100%4%-%37%12%26%14%-%26%12%-%11%22%22%16%

Don't Know (DO NOT READ
---3---3--3-*2--3OUT)
-%-%-%48%-%-%-%22%-%-%22%-%28%17%-%-%7%

-**33396102612*5*1118NET: High
-%30%100%50%63%39%45%49%43%59%49%45%55%37%22%68%47%

----*23*41*5-*245NET: Low
-%-%-%-%5%29%14%2%18%30%2%20%-%1%78%22%14%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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The price of the postal services provided by DHL in the last 12 months (QOP42. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate DHL on each of the following aspects:)
Base: All of the respondents who use DHL and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cb*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
134-1916132222731935Unweighted total
*38-211811273*712438Weighted total

*2-*2*2-*--23Very low
100%6%-%1%14%2%9%-%52%-%-%10%7%

-3-21-3----23Quite low
-%7%-%8%7%-%11%-%-%-%-%7%7%

-13-102310-***1213Neither low nor high
-%33%-%49%13%22%37%-%48%3%64%48%33%

-12-47482-1*612Quite high
-%31%-%21%42%37%28%93%-%18%36%23%31%

-6-4242--3-36Very high
-%16%-%20%11%37%7%-%-%44%-%13%16%

Don't Know (DO NOT READ
-3-*2*2*-2--3OUT)
-%7%-%1%13%2%9%7%-%35%-%-%7%

-18-99892-4*918NET: High
-%47%-%41%53%74%35%93%-%62%36%35%47%

*5-24*5-*--45NET: Low
100%14%-%9%20%2%19%-%52%-%-%16%14%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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The price of the postal services provided by DHL in the last 12 months (QOP42. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate DHL on each of the following aspects:)
Base: All of the respondents who use DHL and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*cb*a*c*b*a*g*f*edc*ba*c*b*aSignificance Level: 95%
10342414-1923131130342934942235Unweighted total

6382515-20201112293628361172138Weighted total

*3*2-*3*2*3*3--33Very low
3%7%1%16%-%1%13%2%20%1%7%1%7%-%-%12%7%

-332-----2333--33Quite low
-%8%12%11%-%-%-%-%-%6%8%10%8%-%-%13%7%

212104-8114191061024713Neither low nor high
35%32%40%28%-%42%53%35%5%31%28%24%28%16%61%32%33%

-1235-43*691291222712Quite high
-%31%13%34%-%22%15%2%49%33%33%34%33%23%36%33%31%

1662-444166664*26Very high
23%16%24%11%-%23%18%39%6%21%17%22%17%39%3%8%16%

Don't Know (DO NOT READ
333--3*3333332-*3OUT)

39%7%10%-%-%13%1%22%21%9%7%9%7%22%-%1%7%

11897-97571518151863918NET: High
23%47%37%45%-%44%33%41%55%54%50%56%50%61%39%41%47%

*534-*3*22535--55NET: Low
3%14%12%27%-%1%13%2%20%6%15%11%15%-%-%26%14%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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The price of the postal services provided by DHL in the last 12 months (QOP42. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate DHL on each of the following aspects:)
Base: All of the respondents who use DHL and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*cb*a*fedcbac*b*a*b*aSignificance Level: 95%
1268153225-353335333532-2232735Unweighted total
12612113627-383738373838-*243238Weighted total

-2**33-333332--223Very low
-%9%2%2%7%10%-%7%7%7%7%7%6%-%-%10%7%7%

12--33-333333---33Quite low
100%6%-%-%8%10%-%7%8%7%8%7%8%-%-%-%9%7%

-8591310-131213121312-*71213Neither low nor high
-%30%41%88%35%36%-%33%33%33%34%33%33%-%37%28%36%33%

-66*127-121212121212--8712Quite high
-%23%52%3%33%25%-%31%32%31%32%31%31%-%-%33%22%31%

-6*133-656566-*566Very high
-%22%4%6%10%10%-%16%13%16%13%16%16%-%63%19%17%16%

Don't Know (DO NOT READ
-2**33-333333--333OUT)
-%9%2%2%7%9%-%7%7%7%7%7%7%-%-%10%8%7%

-1161159-181718161818-*121318NET: High
-%45%56%9%42%35%-%47%45%47%45%47%47%-%63%51%39%47%

14**55-555555--255NET: Low
100%16%2%2%15%20%-%14%15%14%15%14%14%-%-%10%16%14%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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The price of the postal services provided by DHL in the last 12 months (QOP42. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate DHL on each of the following aspects:)
Base: All of the respondents who use DHL and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

b*a*b*a*b*a*ba*b*a*c*b*aSignificance Level: 95%
305201452313410251921335Unweighted total
3361919624*38122621*1538Weighted total

2*-2---3-3--33Very low
7%4%-%13%-%-%-%7%-%10%-%-%17%7%

3--31--3-31-23Quite low
9%-%-%15%19%-%-%7%-%11%6%-%11%7%

10276-9*12496-713Neither low nor high
31%42%35%30%-%39%100%32%30%34%28%-%45%33%

12*93*12-12576*412Quite high
35%3%47%14%3%48%-%31%41%26%27%63%24%31%

6*3323-6426**6Very high
17%8%16%16%40%13%-%16%30%9%28%37%1%16%

Don't Know (DO NOT READ
*2*22*-3-32-*3OUT)
1%42%1%13%38%1%-%7%-%10%11%-%1%7%

171126315-189911*418NET: High
53%12%64%29%43%60%-%47%70%36%55%100%25%47%

5*-51--5-51-45NET: Low
16%4%-%28%19%-%-%14%-%21%6%-%28%14%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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The price of the postal services provided by DHL in the last 12 months (QOP42. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate DHL on each of the following aspects:)
Base: All of the respondents who use DHL and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthMonthother main provider

DecNovOctJunMayAprMarFebJanDissatisfiedSatisfiedTOTAL

*c*b*a*c*b*a*c*b*a*b*aSignificance Level: 95%
34231458512735Unweighted total
454421410523038Weighted total

-----*--2--3Very low
-%-%-%-%-%21%-%-%46%-%-%7%

---12-----33Quite low
-%-%-%33%100%-%-%-%-%-%9%7%

23-2-**4*2913Neither low nor high
62%55%-%67%-%33%4%41%5%100%31%33%

1----*352-1212Quite high
32%-%-%-%-%46%66%50%46%-%39%31%

*21---11*-66Very high
6%45%38%-%-%-%30%7%2%-%20%16%

Don't Know (DO NOT READ
--2----*---3OUT)
-%-%62%-%-%-%-%2%-%-%-%7%

121--*463-1818NET: High
38%45%38%-%-%46%96%57%48%-%59%47%

---12*--2-35NET: Low
-%-%-%33%100%21%-%-%46%-%9%14%

Columns Tested: a,b - a,b,c - a,b,c - a,b,c
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The price of the postal services provided by DHL in the last 12 months (QOP42. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate DHL on each of the following aspects:)
Base: All of the respondents who use DHL and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
1942-143223-2225Unweighted total
1511-115312-*217Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-1-----------1Quite low
-%50%-%-%-%-%-%-%-%-%-%-%-%3%

9---1*2*11--29Neither low nor high
56%-%-%-%100%46%45%7%100%89%-%-%89%51%

3**--**3-*-*-4Quite high
22%41%20%-%-%27%3%93%-%11%-%50%-%24%

3**--*3------3Very high
19%9%80%-%-%27%51%-%-%-%-%-%-%20%

Don't Know (DO NOT READ
*----------***OUT)
2%-%-%-%-%-%-%-%-%-%-%50%11%2%

611--*33-*-*-7NET: High
41%50%100%-%-%54%55%93%-%11%-%50%-%44%

-1-----------1NET: Low
-%50%-%-%-%-%-%-%-%-%-%-%-%3%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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The price of the postal services provided by TNT in the last 12 months (QOP43. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate TNT on each of the following aspects:)
Base: All of the respondents who use TNT and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
101515249107142-9125Unweighted total

883*12143153-2117Weighted total

---------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1-*--**-----1-1Quite low
7%-%4%-%-%7%3%-%-%-%-%-%29%-%3%

441-*18311*--19Neither low nor high
50%51%37%-%55%37%53%86%100%30%7%-%-%100%51%

131***3*-3--1-4Quite high
9%38%33%100%45%13%22%5%-%70%-%-%32%-%24%

31*--*3*--3-*-3Very high
32%9%12%-%-%20%22%9%-%-%93%-%21%-%20%

Don't Know (DO NOT READ
***--*------*-*OUT)
2%2%14%-%-%23%-%-%-%-%-%-%18%-%2%

341**16*-33-1-7NET: High
41%47%45%100%45%32%44%14%-%70%93%-%53%-%44%

1-*--**-----1-1NET: Low
7%-%4%-%-%7%3%-%-%-%-%-%29%-%3%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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The price of the postal services provided by TNT in the last 12 months (QOP43. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate TNT on each of the following aspects:)
Base: All of the respondents who use TNT and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
-2416381681169661525Unweighted total
-*1*2112115111612*817Weighted total

-----------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----**-1--1-**--1Quite low
-%-%-%-%6%57%-%5%-%-%5%-%12%30%-%-%3%

-*-*1*735136**-29Neither low nor high
-%50%-%100%73%20%53%25%94%100%25%95%19%21%-%29%51%

-*1-**34*-4**1-34Quite high
-%50%63%-%16%22%22%36%2%-%36%2%48%42%-%33%24%

--*-*-33--3-**-33Very high
-%-%20%-%6%-%25%32%-%-%32%-%21%7%-%38%20%

Don't Know (DO NOT READ
--*----**-**--*-*OUT)
-%-%17%-%-%-%-%2%3%-%2%3%-%-%100%-%2%

-*1-**67*-7*11-67NET: High
-%50%83%-%21%22%47%68%2%-%68%2%70%49%-%71%44%

----**-1--1-**--1NET: Low
-%-%-%-%6%57%-%5%-%-%5%-%12%30%-%-%3%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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The price of the postal services provided by TNT in the last 12 months (QOP43. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate TNT on each of the following aspects:)
Base: All of the respondents who use TNT and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
322-1312817-2481125Unweighted total
116-107611-*17917Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

**-1-1---**-1Quite low
54%1%-%6%-%9%-%-%-%55%2%-%3%

-9-5336---369Neither low nor high
-%53%-%56%44%40%57%-%-%-%41%64%51%

*4-3131-**134Quite high
23%24%-%33%10%48%9%-%50%32%10%31%24%

-3-*3-3-**3-3Very high
-%21%-%1%46%-%32%-%50%13%47%-%20%

Don't Know (DO NOT READ
**-*-**----**OUT)

23%1%-%4%-%3%2%-%-%-%-%4%2%

*7-3434-**437NET: High
23%45%-%34%56%48%41%-%100%45%57%31%44%

**-1-1---**-1NET: Low
54%1%-%6%-%9%-%-%-%55%2%-%3%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c
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The price of the postal services provided by TNT in the last 12 months (QOP43. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate TNT on each of the following aspects:)
Base: All of the respondents who use TNT and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
823146-191913918221722761225Unweighted total
21494-131376101151165617Weighted total

-----------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

11*--1*1-1111--11Quite low
36%4%5%-%-%5%1%8%-%6%5%11%5%-%-%9%3%

*844-582649393429Neither low nor high
11%60%50%91%-%37%63%29%92%41%75%57%75%46%83%32%51%

*11*-411-1111-*44Quite high
23%9%8%4%-%30%10%15%-%14%11%24%11%-%10%56%24%

*33*-333*31*13*-3Very high
7%24%34%5%-%25%25%46%5%36%7%6%7%54%2%-%20%

Don't Know (DO NOT READ
***--********-***OUT)

23%3%2%-%-%3%1%2%3%4%1%3%1%-%4%3%2%

*54*-754*52223147NET: High
30%34%42%9%-%55%35%61%5%49%18%29%18%54%13%56%44%

11*--1*1-1111--11NET: Low
36%4%5%-%-%5%1%8%-%6%5%11%5%-%-%9%3%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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The price of the postal services provided by TNT in the last 12 months (QOP43. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate TNT on each of the following aspects:)
Base: All of the respondents who use TNT and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
4138102417-242024222419-2171525Unweighted total
27821410-171314131416-*13717Weighted total

------------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-**111-11111*--**1Quite low
-%1%6%26%4%6%-%3%5%4%5%4%1%-%-%1%2%3%

134*94-879798-*839Neither low nor high
70%45%51%8%60%45%-%50%55%60%57%60%53%-%51%63%45%51%

*13144-444444--114Quite high
24%9%37%53%28%40%-%24%32%28%31%28%24%-%-%7%9%24%

*3**11-311113--333Very high
6%40%6%5%5%6%-%20%6%5%6%5%22%-%-%27%42%20%

Don't Know (DO NOT READ
-*-***-*****--****OUT)
-%5%-%9%3%2%-%2%3%3%1%3%-%-%49%1%2%2%

143155-755557--447NET: High
30%48%43%58%33%47%-%44%38%33%37%33%46%-%-%34%51%44%

-**111-11111*--**1NET: Low
-%1%6%26%4%6%-%3%5%4%5%4%1%-%-%1%2%3%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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The price of the postal services provided by TNT in the last 12 months (QOP43. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate TNT on each of the following aspects:)
Base: All of the respondents who use TNT and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
178166-16-25520133925Unweighted total
134133-15-17413511217Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1-*--*-1-1**-1Quite low
4%-%1%-%-%1%-%3%-%5%2%57%-%3%

6363-8-9173*59Neither low nor high
44%76%46%81%-%54%-%51%31%58%69%21%46%51%

4*4*-3-4*41*34Quite high
27%10%29%3%-%21%-%24%4%31%20%22%25%24%

3*31-3-331*-33Very high
25%3%23%16%-%23%-%20%60%6%4%-%28%20%

Don't Know (DO NOT READ
-**--*-****-**OUT)
-%10%1%-%-%1%-%2%4%1%4%-%1%2%

7*71-6-7351*67NET: High
52%13%52%19%-%44%-%44%64%36%24%22%53%44%

1-*--*-1-1**-1NET: Low
4%-%1%-%-%1%-%3%-%5%2%57%-%3%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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The price of the postal services provided by TNT in the last 12 months (QOP43. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate TNT on each of the following aspects:)
Base: All of the respondents who use TNT and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthother main provider

JunMayAprMarFebJanDissatisfiedSatisfiedTOTAL

*c*b*a*c*b*a*b*aSignificance Level: 95%
641356-2025Unweighted total
37*115-1417Weighted total

---------Very low
-%-%-%-%-%-%-%-%-%

----**-*1Quite low
-%-%-%-%43%2%-%3%3%

31--*4-69Neither low nor high
82%18%-%-%16%95%-%43%51%

-3*1**-44Quite high
-%40%100%100%15%2%-%27%24%

*3--*--33Very high
12%43%-%-%10%-%-%24%20%

Don't Know (DO NOT READ
*---*--**OUT)
6%-%-%-%15%-%-%3%2%

*6*1**-77NET: High
12%82%100%100%25%2%-%51%44%

----**-*1NET: Low
-%-%-%-%43%2%-%3%3%

Columns Tested: a,b - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The price of the postal services provided by TNT in the last 12 months (QOP43. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate TNT on each of the following aspects:)
Base: All of the respondents who use TNT and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
101--21121--3-11Unweighted total
11*--*2*31--5-12Weighted total

1----------1-1Very low
13%-%-%-%-%-%-%-%-%-%-%31%-%13%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2------*1----2Neither low nor high
14%-%-%-%-%-%-%13%100%-%-%-%-%14%

6*--*2*2---2-7Quite high
56%100%-%-%50%100%100%87%-%-%-%35%-%58%

2----------2-2Very high
15%-%-%-%-%-%-%-%-%-%-%35%-%14%

Don't Know (DO NOT READ
*---*--------*OUT)
2%-%-%-%50%-%-%-%-%-%-%-%-%2%

8*--*2*2---3-8NET: High
71%100%-%-%50%100%100%87%-%-%-%69%-%72%

1----------1-1NET: Low
13%-%-%-%-%-%-%-%-%-%-%31%-%13%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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The price of the postal services provided by UK Mail in the last 12 months (QOP44. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate UK Mail on each of the following
aspects:)
Base: All of the respondents who use UK Mail and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
7441-371-5--5-11Unweighted total
651*-1101-8--2-12Weighted total

-1----11------1Very low
-%28%-%-%-%-%14%100%-%-%-%-%-%-%13%

---------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*1*--*1-----2-2Neither low nor high
6%23%31%-%-%38%12%-%-%-%-%-%63%-%14%

421--16--6--1-7Quite high
68%45%50%-%-%62%59%-%-%79%-%-%28%-%58%

2-----2--2----2Very high
26%-%-%-%-%-%16%-%-%21%-%-%-%-%14%

Don't Know (DO NOT READ
-***--------*-*OUT)
-%4%19%100%-%-%-%-%-%-%-%-%9%-%2%

621--18--8--1-8NET: High
94%45%50%-%-%62%74%-%-%100%-%-%28%-%72%

-1----11------1NET: Low
-%28%-%-%-%-%14%100%-%-%-%-%-%-%13%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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The price of the postal services provided by UK Mail in the last 12 months (QOP44. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate UK Mail on each of the following
aspects:)
Base: All of the respondents who use UK Mail and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
-11-11574-7412-311Unweighted total
-**-2*675-75*1-412Weighted total

------11--1----11Very low
-%-%-%-%-%-%23%22%-%-%22%-%-%-%-%34%13%

-----------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------2-2--2---12Neither low nor high
-%-%-%-%-%-%25%-%32%-%-%32%-%-%-%28%14%

-*---*352-52-1-27Quite high
-%100%-%-%-%100%52%75%34%-%75%34%-%100%-%38%58%

----2---2--2----2Very high
-%-%-%-%100%-%-%-%34%-%-%34%-%-%-%-%14%

Don't Know (DO NOT READ
--*----*--*-*---*OUT)
-%-%100%-%-%-%-%3%-%-%3%-%100%-%-%-%2%

-*--2*353-53-1-28NET: High
-%100%-%-%100%100%52%75%68%-%75%68%-%100%-%38%72%

------11--1----11NET: Low
-%-%-%-%-%-%23%22%-%-%22%-%-%-%-%34%13%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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Table 166  (continuation)                                                                                                                                                                      Page 1501

The price of the postal services provided by UK Mail in the last 12 months (QOP44. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate UK Mail on each of the following
aspects:)
Base: All of the respondents who use UK Mail and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
110-6565221-611Unweighted total
*11-666632*-712Weighted total

-1-1-1-----11Very low
-%13%-%25%-%25%-%-%-%-%-%22%13%

-------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-2-*1*1----22Neither low nor high
-%14%-%6%21%6%21%-%-%-%-%24%14%

*6-434332*-27Quite high
100%56%-%69%46%69%46%100%88%100%-%28%58%

-2--2-2----22Very high
-%15%-%-%29%-%29%-%-%-%-%25%14%

Don't Know (DO NOT READ
-*--*-*-*---*OUT)
-%2%-%-%4%-%4%-%12%-%-%-%2%

*8-444432*-48NET: High
100%71%-%69%75%69%75%100%88%100%-%54%72%

-1-1-1-----11NET: Low
-%13%-%25%-%25%-%-%-%-%-%22%13%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c
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The price of the postal services provided by UK Mail in the last 12 months (QOP44. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate UK Mail on each of the following
aspects:)
Base: All of the respondents who use UK Mail and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
499-1105831187753311Unweighted total
51111-*1141021297773112Weighted total

-11--111-11-1-1-1Very low
-%14%13%-%-%13%38%15%-%13%17%-%21%-%44%-%13%

-----------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-11--2*2-21111-*2Neither low nor high
-%11%11%-%-%14%9%16%-%14%14%17%18%17%-%34%14%

466-*6*5*74426-17Quite high
95%58%59%-%100%57%6%51%11%58%47%56%34%83%-%66%58%

-22--22222222-2-2Very high
-%15%15%-%-%14%42%17%79%14%19%23%24%-%49%-%14%

Don't Know (DO NOT READ
***--**-*****-*-*OUT)
5%2%2%-%-%2%6%-%11%2%3%3%3%-%7%-%2%

488-*826286646218NET: High
95%73%74%-%100%71%48%68%89%72%66%80%58%83%49%66%72%

-11--111-11-1-1-1NET: Low
-%14%13%-%-%13%38%15%-%13%17%-%21%-%44%-%13%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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The price of the postal services provided by UK Mail in the last 12 months (QOP44. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate UK Mail on each of the following
aspects:)
Base: All of the respondents who use UK Mail and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
-566119-11111111119-16711Unweighted total
-573128-121212121211-*71012Weighted total

--1111-111111--111Very low
-%-%23%47%13%19%-%13%13%13%13%13%13%-%-%21%14%13%

------------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-2-*22-222222--112Neither low nor high
-%31%-%12%14%21%-%14%14%14%14%14%14%-%-%17%12%14%

-25173-777776--467Quite high
-%32%77%34%58%35%-%58%58%58%58%58%57%-%-%59%55%58%

-2--22-222222---22Very high
-%32%-%-%14%22%-%14%14%14%14%14%15%-%-%-%16%14%

Don't Know (DO NOT READ
-*-***-*****--****OUT)
-%4%-%7%2%3%-%2%2%2%2%2%-%-%100%3%2%2%

-35184-888888--478NET: High
-%65%77%34%72%57%-%72%72%72%72%72%72%-%-%59%72%72%

--1111-111111--111NET: Low
-%-%23%47%13%19%-%13%13%13%13%13%13%-%-%21%14%13%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The price of the postal services provided by UK Mail in the last 12 months (QOP44. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate UK Mail on each of the following
aspects:)
Base: All of the respondents who use UK Mail and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
9291-8-113852311Unweighted total

111101-8-1221062212Weighted total

1-1----1-11--1Very low
13%-%15%-%-%-%-%13%-%15%26%-%-%13%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1**1-*-2-22--2Neither low nor high
11%62%4%100%-%4%-%14%-%16%28%-%-%14%

7-6--6-7*62*27Quite high
61%-%63%-%-%74%-%58%11%68%42%22%100%58%

2-2--2-22--2-2Very high
15%-%17%-%-%19%-%14%79%-%-%78%-%14%

Don't Know (DO NOT READ
-**--*-**-*--*OUT)
-%38%2%-%-%3%-%2%11%-%4%-%-%2%

8-8--8-8262228NET: High
76%-%79%-%-%93%-%72%89%68%42%100%100%72%

1-1----1-11--1NET: Low
13%-%15%-%-%-%-%13%-%15%26%-%-%13%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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The price of the postal services provided by UK Mail in the last 12 months (QOP44. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate UK Mail on each of the following
aspects:)
Base: All of the respondents who use UK Mail and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthMonthother main provider

DecNovOctJunMayAprFebDissatisfiedSatisfiedTOTAL

*c*b*a*c*b*a*a*b*aSignificance Level: 95%
1211411-1011Unweighted total
*4**52*-1112Weighted total

-1------11Very low
-%38%-%-%-%-%-%-%13%13%

----------Quite low
-%-%-%-%-%-%-%-%-%-%

--*-1---12Neither low nor high
-%-%100%-%26%-%-%-%11%14%

*2--22*-77Quite high
100%62%-%-%40%100%100%-%60%58%

----2---22Very high
-%-%-%-%35%-%-%-%15%14%

Don't Know (DO NOT READ
---*----**OUT)
-%-%-%100%-%-%-%-%2%2%

*2--42*-88NET: High
100%62%-%-%74%100%100%-%74%72%

-1------11NET: Low
-%38%-%-%-%-%-%-%13%13%

Columns Tested: a,b - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The price of the postal services provided by UK Mail in the last 12 months (QOP44. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate UK Mail on each of the following
aspects:)
Base: All of the respondents who use UK Mail and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
2235542151323135Unweighted total
2712232210*432232Weighted total

2------2-----2Very low
9%-%-%-%-%-%-%25%-%-%-%-%-%7%

2------2-----2Quite low
9%-%-%-%-%-%-%25%-%-%-%-%-%7%

4*****-2---2-5Neither low nor high
16%34%7%20%8%9%-%25%-%-%-%83%-%17%

101111--2-22*213Quite high
39%66%36%41%44%-%-%24%-%66%93%17%100%40%

7-*1122**1*--8Very high
26%-%29%39%42%91%100%2%100%34%7%-%-%26%

Don't Know (DO NOT READ
*-*-*--------1OUT)
1%-%29%-%6%-%-%-%-%-%-%-%-%2%

171122223*43*221NET: High
65%66%64%80%86%91%100%26%100%100%100%17%100%66%

5------5-----5NET: Low
18%-%-%-%-%-%-%49%-%-%-%-%-%15%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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The price of the postal services provided by UPS in the last 12 months (QOP45. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate UPS on each of the following aspects:)
Base: All of the respondents who use UPS and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
221310424254-191-10-35Unweighted total
191321*1304-19*-9-32Weighted total

-2----2-----2-2Very low
-%18%-%-%-%-%8%-%-%-%-%-%27%-%7%

2-----2--2----2Quite low
13%-%-%-%-%-%8%-%-%13%-%-%-%-%7%

5***-*5--5--*-5Neither low nor high
27%3%29%48%-%19%16%-%-%26%-%-%4%-%17%

76*-**123-7*-2-13Quite high
37%45%26%-%49%49%41%80%-%39%100%-%23%-%40%

441*-*8*-4--4-8Very high
23%31%35%52%-%32%26%7%-%22%-%-%45%-%26%

Don't Know (DO NOT READ
***-*-**----*-1OUT)
1%4%10%-%51%-%2%13%-%-%-%-%2%-%2%

11101***203-12*-6-21NET: High
60%75%61%52%49%81%66%87%-%61%100%-%68%-%66%

22----5--2--2-5NET: Low
13%18%-%-%-%-%16%-%-%13%-%-%27%-%15%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
Table 167  (continuation)                                                                                                                                                                      Page 1508

The price of the postal services provided by UPS in the last 12 months (QOP45. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate UPS on each of the following aspects:)
Base: All of the respondents who use UPS and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
-3353911269-2693641335Unweighted total
-12456142210-22101631632Weighted total

----2--2--2----22Very low
-%-%-%-%49%-%-%11%-%-%11%-%-%-%-%15%7%

------2-2--2---22Quite low
-%-%-%-%-%-%17%-%24%-%-%24%-%-%-%15%7%

--*2-*35*-5**3**5Neither low nor high
-%-%14%54%-%2%19%22%5%-%22%5%44%44%13%3%17%

--**24785-85*31713Quite high
-%-%7%4%48%62%47%35%50%-%35%50%21%52%36%43%40%

-*12*2262-62-*248Very high
-%47%79%38%4%37%17%28%21%-%28%21%-%4%51%25%26%

Don't Know (DO NOT READ
-*-*---1--1-*---1OUT)
-%53%-%4%-%-%-%3%-%-%3%-%35%-%-%-%2%

-*12369147-147*331121NET: High
-%47%86%42%51%98%64%64%71%-%64%71%21%56%87%68%66%

----2-222-22---55NET: Low
-%-%-%-%49%-%17%11%24%-%11%24%-%-%-%29%15%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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The price of the postal services provided by UPS in the last 12 months (QOP45. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate UPS on each of the following aspects:)
Base: All of the respondents who use UPS and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cb*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
233-2213152074741235Unweighted total
131-2310171553841232Weighted total

-2-2-2---2--2Very low
-%8%-%11%-%14%-%-%-%28%-%-%7%

-2--2-2----22Quite low
-%8%-%-%25%-%16%-%-%-%-%20%7%

-5-51322**2*5Neither low nor high
-%17%-%21%7%18%15%47%8%1%55%4%17%

112-937621*2713Quite high
100%39%-%41%36%42%38%41%43%6%45%62%40%

-8-6244-15-28Very high
-%27%-%26%26%25%28%-%50%65%-%13%26%

Don't Know (DO NOT READ
-1-****1----1OUT)
-%2%-%1%5%1%3%13%-%-%-%-%2%

121-15611102362921NET: High
100%65%-%68%63%67%66%41%92%70%45%75%66%

-5-2222--2-25NET: Low
-%15%-%11%25%14%16%-%-%28%-%20%15%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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The price of the postal services provided by UPS in the last 12 months (QOP45. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate UPS on each of the following aspects:)
Base: All of the respondents who use UPS and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*cb*a*c*b*a*g*f*ed*c*b*a*c*b*aSignificance Level: 95%
1530245-29212214322920291771135Unweighted total

826224-2821229312314231381132Weighted total

-2---222-2222-2-2Very low
-%9%-%-%-%9%11%11%-%8%10%18%10%-%28%-%7%

--2--22-22----2-2Quite low
-%-%11%-%-%9%11%-%26%8%-%-%-%-%28%-%7%

133--523353332315Neither low nor high
10%13%13%-%-%19%11%12%28%18%15%21%15%17%33%5%17%

411113-101092129295*813Quite high
45%44%49%84%-%34%47%40%24%39%38%17%38%37%5%70%40%

3851-848288585*38Very high
38%31%25%16%-%28%17%34%16%26%34%40%34%43%5%23%26%

Don't Know (DO NOT READ
111--11111111*-*1OUT)
8%3%3%-%-%2%3%3%7%2%3%5%3%4%-%2%2%

719164-171316420178171011021NET: High
82%75%73%100%-%62%63%74%40%65%72%56%72%80%10%93%66%

-22--55225222-5-5NET: Low
-%9%11%-%-%17%23%11%26%16%10%18%10%-%57%-%15%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The price of the postal services provided by UPS in the last 12 months (QOP45. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate UPS on each of the following aspects:)
Base: All of the respondents who use UPS and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*cb*a*fedcba*c*b*a*b*aSignificance Level: 95%
2258153326-353534323427-3202335Unweighted total
1257132922-323232303229-2142132Weighted total

-2--2--222222--2-2Very low
-%10%-%-%8%-%-%7%7%8%8%8%8%-%-%17%-%7%

-2-222-222222----2Quite low
-%10%-%19%8%11%-%7%7%8%8%8%8%-%-%-%-%7%

-5-253-555555-*135Neither low nor high
-%22%-%19%19%13%-%17%17%17%18%17%16%-%21%7%15%17%

1756138-131313111310-161013Quite high
100%29%73%47%44%37%-%40%40%40%36%40%36%-%79%41%50%40%

-71268-888888--578Very high
-%29%18%13%19%36%-%26%26%25%27%25%29%-%-%34%32%26%

Don't Know (DO NOT READ
--1*11-111111--*11OUT)
-%-%9%1%2%3%-%2%2%2%2%2%2%-%-%1%3%2%

114681816-212121192119-1101721NET: High
100%58%91%60%63%73%-%66%66%66%63%66%65%-%79%74%82%66%

-5-252-555555--2-5NET: Low
-%20%-%19%16%11%-%15%15%15%16%15%17%-%-%17%-%15%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The price of the postal services provided by UPS in the last 12 months (QOP45. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate UPS on each of the following aspects:)
Base: All of the respondents who use UPS and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*ba*b*a*c*b*aSignificance Level: 95%
27824922523313221751235Unweighted total
239221042413116171551032Weighted total

-2-2-2-22--2-2Very low
-%27%-%25%-%10%-%8%15%-%-%46%-%7%

2-2--2-22-2--2Quite low
10%-%11%-%-%10%-%8%15%-%16%-%-%7%

515--5*5331-25Neither low nor high
21%7%25%-%-%20%72%16%18%16%7%-%22%17%

94102-9-1321152613Quite high
39%42%46%23%-%39%-%41%12%66%35%41%58%40%

623544*8636*28Very high
27%24%15%52%100%18%28%26%37%16%43%4%19%26%

Don't Know (DO NOT READ
1-1--1-1**-**1OUT)
3%-%3%-%-%3%-%2%3%1%-%9%2%2%

156137414*21814112721NET: High
66%66%61%75%100%57%28%67%48%83%77%45%77%66%

2222-5-55-22-5NET: Low
10%27%11%25%-%20%-%15%31%-%16%46%-%15%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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The price of the postal services provided by UPS in the last 12 months (QOP45. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate UPS on each of the following aspects:)
Base: All of the respondents who use UPS and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthMonthother main provider

DecNovOctJunMayAprMarFebJanDissatisfiedSatisfiedTOTAL

*c*b*a*c*b*a*c*b*a*baSignificance Level: 95%
63151149523035Unweighted total
84*32*57452732Weighted total

------2--2-2Very low
-%-%-%-%-%-%51%-%-%50%-%7%

-------2--22Quite low
-%-%-%-%-%-%-%33%-%-%9%7%

-*-12-**2-55Neither low nor high
-%3%-%24%100%-%10%2%65%-%19%17%

71-1---3121013Quite high
97%33%-%32%-%-%-%38%17%50%39%40%

*2*1-*211-88Very high
3%64%100%44%-%100%39%17%18%-%32%26%

Don't Know (DO NOT READ
-------1--*1OUT)
-%-%-%-%-%-%-%9%-%-%2%2%

84*2-*24121921NET: High
100%97%100%76%-%100%39%56%35%50%70%66%

------22-225NET: Low
-%-%-%-%-%-%51%33%-%50%9%15%

Columns Tested: a,b - a,b,c - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The price of the postal services provided by UPS in the last 12 months (QOP45. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate UPS on each of the following aspects:)
Base: All of the respondents who use UPS and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
8113111112--113Unweighted total
9**11*22*1--111Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*-------*----*Quite low
2%-%-%-%-%-%-%-%100%-%-%-%-%2%

4--*1--2-----4Neither low nor high
39%-%-%32%100%-%-%100%-%-%-%-%-%36%

3-*--*2------3Quite high
28%-%100%-%-%100%100%-%-%-%-%-%-%27%

3*-1-----1--14Very high
31%100%-%68%-%-%-%-%-%100%-%-%100%35%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

5**1-*2--1--17NET: High
59%100%100%68%-%100%100%-%-%100%-%-%100%62%

*-------*----*NET: Low
2%-%-%-%-%-%-%-%100%-%-%-%-%2%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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The price of the postal services provided by Yodel in the last 12 months (QOP46. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Yodel on each of the following aspects:)
Base: All of the respondents who use Yodel and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
764--493-71-1113Unweighted total
831--1104-6*-**11Weighted total

---------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-**--*---*----*Quite low
-%5%28%-%-%28%-%-%-%3%-%-%-%-%2%

31----42-2----4Neither low nor high
36%36%-%-%-%-%39%55%-%29%-%-%-%-%36%

3**--*3--3---*3Quite high
36%6%30%-%-%30%27%-%-%44%-%-%-%100%27%

22*--*42-1*-*-4Very high
27%53%43%-%-%43%35%45%-%24%100%-%100%-%35%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

52*--*62-4*-**7NET: High
64%59%72%-%-%72%61%45%-%68%100%-%100%100%62%

-**--*---*----*NET: Low
-%5%28%-%-%28%-%-%-%3%-%-%-%-%2%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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The price of the postal services provided by Yodel in the last 12 months (QOP46. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Yodel on each of the following aspects:)
Base: All of the respondents who use Yodel and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
--13-2676-76--2813Unweighted total
--*2-3556-56--1811Weighted total

-----------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----*-*--*-----*Quite low
-%-%-%-%-%7%-%4%-%-%4%-%-%-%-%-%2%

-----2222-22--*44Neither low nor high
-%-%-%-%-%93%31%34%38%-%34%38%-%-%70%46%36%

---*--3-3--3--**3Quite high
-%-%-%12%-%-%52%-%48%-%-%48%-%-%30%6%27%

--*1--131-31---44Very high
-%-%100%88%-%-%17%62%14%-%62%14%-%-%-%49%35%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--*2--434-34--*47NET: High
-%-%100%100%-%-%69%62%62%-%62%62%-%-%30%54%62%

-----*-*--*-----*NET: Low
-%-%-%-%-%7%-%4%-%-%4%-%-%-%-%-%2%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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The price of the postal services provided by Yodel in the last 12 months (QOP46. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Yodel on each of the following aspects:)
Base: All of the respondents who use Yodel and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
-13-765811-4713Unweighted total
-11-5638**-3811Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-*-*----*-*Quite low
-%2%-%3%-%7%-%-%-%-%6%-%2%

-4-31*4---224Neither low nor high
-%36%-%54%21%16%43%-%-%-%54%31%36%

-3--3-3----33Quite high
-%27%-%-%50%-%35%-%-%-%-%39%27%

-4-2222**-124Very high
-%35%-%42%29%77%22%100%100%-%40%31%35%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-7-2525**-157NET: High
-%62%-%42%79%77%57%100%100%-%40%69%62%

-*-*-*----*-*NET: Low
-%2%-%3%-%7%-%-%-%-%6%-%2%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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The price of the postal services provided by Yodel in the last 12 months (QOP46. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Yodel on each of the following aspects:)
Base: All of the respondents who use Yodel and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
31184-978611129861613Unweighted total
3993-87731011857*411Weighted total

-----------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*---******-*--**Quite low
-%2%-%-%-%2%3%2%5%2%2%-%3%-%-%4%2%

1442-242244141-34Neither low nor high
48%39%45%68%-%22%52%23%69%38%34%16%66%18%-%69%36%

-321-232123313-*3Quite high
-%32%26%18%-%31%37%33%18%23%28%33%11%41%-%5%27%

123*-313*44413*14Very high
52%26%29%14%-%45%9%42%8%37%37%51%20%41%100%22%35%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1551-635167626*17NET: High
52%59%55%32%-%76%46%74%26%60%65%84%31%82%100%27%62%

-*---******-*--**NET: Low
-%2%-%-%-%2%3%2%5%2%2%-%3%-%-%4%2%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The price of the postal services provided by Yodel in the last 12 months (QOP46. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Yodel on each of the following aspects:)
Base: All of the respondents who use Yodel and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
-103-138-131113121311-18913Unweighted total
-74-117-1191191111-*5811Weighted total

------------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*--*--*-****--*-*Quite low
-%2%-%-%2%-%-%2%-%2%2%2%2%-%-%3%-%2%

-22-42-424244--244Neither low nor high
-%23%64%-%36%25%-%36%20%36%19%36%34%-%-%44%46%36%

-3--33-333333--133Quite high
-%40%-%-%27%38%-%27%35%27%34%27%28%-%-%11%38%27%

-31-42-444444-*214Very high
-%35%36%-%35%37%-%35%46%35%45%35%36%-%100%42%15%35%

Don't Know (DO NOT READ
------------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-61-75-777777-*347NET: High
-%75%36%-%62%75%-%62%80%62%79%62%64%-%100%53%54%62%

-*--*--*-****--*-*NET: Low
-%2%-%-%2%-%-%2%-%2%2%2%2%-%-%3%-%2%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The price of the postal services provided by Yodel in the last 12 months (QOP46. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Yodel on each of the following aspects:)
Base: All of the respondents who use Yodel and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
85103111-135882313Unweighted total
925627-11659*211Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*-*--*-**--*-*Quite low
2%-%3%-%-%2%-%2%3%-%-%48%-%2%

4*222*-44*4-*4Neither low nor high
41%18%33%39%100%6%-%36%55%9%41%-%22%36%

3*12-3-3-33*-3Quite high
32%8%12%39%-%40%-%27%-%65%32%52%-%27%

2231-4-4312-24Very high
25%74%52%21%-%52%-%35%42%26%27%-%78%35%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

5234-7-7345*27NET: High
57%82%64%61%-%92%-%62%42%91%59%52%78%62%

*-*--*-**--*-*NET: Low
2%-%3%-%-%2%-%2%3%-%-%48%-%2%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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The price of the postal services provided by Yodel in the last 12 months (QOP46. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Yodel on each of the following aspects:)
Base: All of the respondents who use Yodel and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthMonthother main provider

DecOctJunAprMarFebDissatisfiedSatisfiedTOTAL

*b*a*b*a*b*a*b*aSignificance Level: 95%
23221321013Unweighted total
5311*22911Weighted total

---------Very low
-%-%-%-%-%-%-%-%-%

-----*-**Quite low
-%-%-%-%-%11%-%2%2%

21*----44Neither low nor high
50%43%50%-%-%-%-%40%36%

2**---*33Quite high
50%7%50%-%-%-%11%31%27%

-1-1*1124Very high
-%51%-%100%100%89%89%27%35%

Don't Know (DO NOT READ
---------OUT)
-%-%-%-%-%-%-%-%-%

22*1*1257NET: High
50%57%50%100%100%89%100%58%62%

-----*-**NET: Low
-%-%-%-%-%11%-%2%2%

Columns Tested: a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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The price of the postal services provided by Yodel in the last 12 months (QOP46. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Yodel on each of the following aspects:)
Base: All of the respondents who use Yodel and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
295111037232531355Unweighted total
39244310551531548Weighted total

2-------1-*--2Very low
4%-%-%-%-%-%-%-%84%-%11%-%-%3%

41-----2----25Quite low
10%36%-%-%-%-%-%48%-%-%-%-%34%9%

12-1125-2*2---15Neither low nor high
32%-%22%30%91%49%-%49%16%47%-%-%-%30%

12112-35--1*-215Quite high
30%34%28%49%-%34%100%-%-%29%6%-%35%32%

9*11*2-*-131112Very high
23%30%37%21%9%17%-%4%-%24%83%100%31%24%

Don't Know (DO NOT READ
--*----------*OUT)
-%-%12%-%-%-%-%-%-%-%-%-%-%1%

21133*55*-331327NET: High
54%64%65%70%9%51%100%4%-%53%89%100%66%56%

61-----21-*-26NET: Low
14%36%-%-%-%-%-%48%84%-%11%-%34%13%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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The price of the postal services provided by Parcelforce in the last 12 months (QOP47. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Parcelforce on each of the
following aspects:)
Base: All of the respondents who use Parcelforce and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*ba*g*f*e*d*c*b*aSignificance Level: 95%
2926124174321123223255Unweighted total
262221*14619123111248Weighted total

-2*--*11----*-2Very low
-%7%17%-%-%30%3%6%-%-%-%-%29%-%3%

22*--*42-3----5Quite low
8%11%4%-%-%8%10%9%-%13%-%-%-%-%9%

510**--14417--*-15Neither low nor high
19%43%11%31%-%-%31%23%100%33%-%-%37%-%30%

1231**1154-9-1*115Quite high
46%16%44%14%100%54%31%24%-%38%-%100%34%73%32%

751*-*117-41--*12Very high
27%21%24%55%-%8%24%36%-%17%100%-%-%27%24%

Don't Know (DO NOT READ
-*----**------*OUT)
-%2%-%-%-%-%1%3%-%-%-%-%-%-%1%

19811*12611-1211*227NET: High
73%37%68%69%100%62%56%59%-%55%100%100%34%100%56%

24*--*63-3--*-6NET: Low
8%18%21%-%-%38%12%15%-%13%-%-%29%-%13%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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The price of the postal services provided by Parcelforce in the last 12 months (QOP47. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Parcelforce on each of the
following aspects:)
Base: All of the respondents who use Parcelforce and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
-56-414232720827281482355Unweighted total
-13-41423192281930*242648Weighted total

--*---1*1-*1---12Very low
-%-%14%-%-%-%5%2%6%-%2%4%-%-%-%5%3%

--1--2-5--5---*-5Quite low
-%-%23%-%-%12%-%24%-%-%24%-%-%-%11%-%9%

-*--14866269-23615Neither low nor high
-%21%-%-%34%27%34%32%30%26%32%29%-%73%56%22%30%

-*--2854111412*1*1215Quite high
-%19%-%-%54%54%23%20%50%11%20%40%100%27%5%45%32%

-*2-*1943548--1712Very high
-%17%63%-%12%6%38%19%14%63%19%27%-%-%28%28%24%

Don't Know (DO NOT READ
-*-----*--*-----*OUT)
-%43%-%-%-%-%-%3%-%-%3%-%-%-%-%-%1%

-*2-29147146720*111927NET: High
-%36%63%-%66%61%61%40%64%74%40%67%100%27%33%74%56%

--1--2151-51--*16NET: Low
-%-%37%-%-%12%5%26%6%-%26%4%-%-%11%5%13%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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The price of the postal services provided by Parcelforce in the last 12 months (QOP47. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Parcelforce on each of the
following aspects:)
Base: All of the respondents who use Parcelforce and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cb*a*ba*ba*e*d*c*baSignificance Level: 95%
253-144164963453555Unweighted total
246-143564362343248Weighted total

-2--2-2----22Very low
-%3%-%-%5%-%4%-%-%-%-%5%3%

-5-*4-54-*--5Quite low
-%10%-%1%13%-%11%63%-%14%-%-%9%

113-213213*-32915Neither low nor high
77%28%-%14%36%34%30%7%-%86%39%30%30%

-15-610115-*-31315Quite high
-%33%-%42%28%11%35%-%14%-%61%40%32%

*11-663911--812Very high
23%24%-%44%17%55%20%23%86%-%-%25%24%

Don't Know (DO NOT READ
-*--*-**----*OUT)
-%1%-%-%1%-%1%7%-%-%-%-%1%

*27-121642412-32127NET: High
23%58%-%85%45%66%55%23%100%-%61%65%56%

-6-*6-64-*-26NET: Low
-%13%-%1%17%-%14%63%-%14%-%5%13%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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The price of the postal services provided by Parcelforce in the last 12 months (QOP47. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Parcelforce on each of the
following aspects:)
Base: All of the respondents who use Parcelforce and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*cba*c*bag*f*edcba*c*b*aSignificance Level: 95%
16513217-363728274649374622122155Unweighted total
12432414-333125204340313618121948Weighted total

*22--222*22*2*-12Very low
3%4%7%-%-%5%5%6%2%4%4%1%4%2%-%6%3%

454--5*5152225--5Quite low
35%11%19%-%-%14%2%18%3%11%6%7%6%25%-%-%9%

21286-91269131071047415Neither low nor high
14%27%33%40%-%26%39%24%47%31%26%22%27%22%60%19%30%

21574-1110971515141552815Quite high
15%35%29%31%-%33%32%35%38%35%38%46%41%27%19%45%32%

31034-77428107742612Very high
29%23%11%29%-%20%21%15%8%19%26%22%20%21%21%29%24%

Don't Know (DO NOT READ
***--*********--*OUT)
4%1%2%-%-%1%2%2%2%1%1%2%1%3%-%-%1%

525109-181612923252122951427NET: High
44%58%40%60%-%54%53%50%46%54%63%68%62%48%40%75%56%

466--626164345-16NET: Low
38%14%25%-%-%18%7%25%5%14%10%8%10%27%-%6%13%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The price of the postal services provided by Parcelforce in the last 12 months (QOP47. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Parcelforce on each of the
following aspects:)
Base: All of the respondents who use Parcelforce and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*cb*a*cba*fedcbac*b*abaSignificance Level: 95%
23913135141152485250514623324155Unweighted total
33112114435244424543433834263548Weighted total

-2--*2-212222--*22Very low
-%5%-%-%1%5%-%4%3%3%4%4%4%-%-%1%4%3%

--5*52-355534-*545Quite low
-%-%38%4%10%5%-%7%11%10%11%7%12%-%2%18%12%9%

-12251512-1513151315112-51015Neither low nor high
-%39%20%44%33%36%-%33%31%32%30%33%29%53%-%20%28%30%

310*31382131313131311-4101015Quite high
100%32%2%29%29%24%100%29%30%28%29%29%28%-%98%38%29%32%

-7431110-1210111111101-6912Very high
-%24%37%22%26%30%-%27%24%25%25%26%26%47%-%22%26%24%

Don't Know (DO NOT READ
--*-**-******---**OUT)
-%-%4%-%1%1%-%1%1%1%1%1%1%-%-%-%1%1%

317562418225222424242114151927NET: High
100%56%39%52%55%53%100%56%54%53%55%55%54%47%98%60%55%56%

-25*53-466646-*566NET: Low
-%5%38%4%11%10%-%10%14%14%14%10%16%-%2%19%16%13%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The price of the postal services provided by Parcelforce in the last 12 months (QOP47. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Parcelforce on each of the
following aspects:)
Base: All of the respondents who use Parcelforce and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

b*ab*a*ba*ba*bac*b*aSignificance Level: 95%
451045824674823323610955Unweighted total
4174162416422226328948Weighted total

1*2--1-2-22--2Very low
3%5%4%-%-%3%-%4%-%6%5%-%-%3%

414*-4-5233-25Quite low
10%8%10%8%-%10%-%11%7%11%9%-%20%9%

123121*112126892415Neither low nor high
28%39%30%12%23%28%33%30%29%31%27%30%41%30%

15*142114412411112315Quite high
37%6%34%30%77%34%56%28%18%43%34%23%33%32%

9393-1011110283*12Very high
21%43%21%50%-%24%10%26%43%9%25%42%6%24%

Don't Know (DO NOT READ
*-*--*-**--*-*OUT)
1%-%1%-%-%1%-%1%2%-%-%6%-%1%

2442241244231414195327NET: High
58%49%55%80%77%58%67%55%62%52%59%64%38%56%

516*-5-6244-26NET: Low
13%13%14%8%-%13%-%15%7%17%14%-%20%13%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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The price of the postal services provided by Parcelforce in the last 12 months (QOP47. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Parcelforce on each of the
following aspects:)
Base: All of the respondents who use Parcelforce and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthMonthother main provider

DecNovOctJunMayAprMarFebJanDissatisfiedSatisfiedTOTAL

*c*b*a*c*b*a*c*b*a*baSignificance Level: 95%
9381252466-4955Unweighted total
645971475-4248Weighted total

--*-1------2Very low
-%-%7%-%17%-%-%-%-%-%-%3%

-2--2*-*--55Quite low
-%55%-%-%23%18%-%7%-%-%11%9%

2-122-322-1215Neither low nor high
33%-%24%23%23%-%83%36%33%-%30%30%

3-36-*--3-1515Quite high
44%-%56%71%-%82%-%-%58%-%37%32%

12113-13*-912Very high
23%45%13%6%37%-%17%50%9%-%21%24%

Don't Know (DO NOT READ
-------*--**OUT)
-%-%-%-%-%-%-%7%-%-%1%1%

42473*133-2427NET: High
67%45%69%77%37%82%17%50%67%-%58%56%

-2*-3*-*--56NET: Low
-%55%7%-%40%18%-%7%-%-%11%13%

Columns Tested: a,b - a,b,c - a,b,c - a,b,c
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The price of the postal services provided by Parcelforce in the last 12 months (QOP47. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Parcelforce on each of the
following aspects:)
Base: All of the respondents who use Parcelforce and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
27-2313334245232Unweighted total
43-1115873287245Weighted total

4----23------4Very low
10%-%-%-%-%33%35%-%-%-%-%-%-%10%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

4-*----2----24Neither low nor high
9%-%50%-%-%-%-%32%-%-%-%-%90%10%

18---1-221-73*18Quite high
43%-%-%-%100%-%30%32%42%-%97%52%10%41%

16-*1-33322*3-18Very high
38%-%50%100%-%67%35%36%58%100%3%48%-%40%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

34-*113553287*36NET: High
80%-%50%100%100%67%65%68%100%100%100%100%10%80%

4----23------4NET: Low
10%-%-%-%-%33%35%-%-%-%-%-%-%10%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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The price of the postal services provided by Hermes in the last 12 months (QOP48. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Hermes on each of the following
aspects:)
Base: All of the respondents who use Hermes and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
131951-4271311412-132Unweighted total
14311*-1441522114-145Weighted total

23----4--4----4Very low
12%9%-%-%-%-%10%-%-%20%-%-%-%-%10%

---------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

4-----42-*-2--4Neither low nor high
31%-%-%-%-%-%10%16%-%2%-%38%-%-%10%

415*--*188261---18Quite high
25%48%35%-%-%46%41%57%100%30%100%-%-%-%41%

5131*-*174-10-3-118Very high
32%44%65%100%-%54%39%27%-%47%-%62%-%100%40%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

8281*-1351221613-136NET: High
57%91%100%100%-%100%80%84%100%78%100%62%-%100%80%

23----4--4----4NET: Low
12%9%-%-%-%-%10%-%-%20%-%-%-%-%10%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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The price of the postal services provided by Hermes in the last 12 months (QOP48. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Hermes on each of the following
aspects:)
Base: All of the respondents who use Hermes and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
-1-235201017510221121532Unweighted total
-*-23434142381431**32645Weighted total

------423-23--234Very low
-%-%-%-%-%-%13%12%12%-%12%9%-%-%50%11%10%

-----------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---*-22-32-4---24Neither low nor high
-%-%-%26%-%54%5%-%12%21%-%14%-%-%-%9%10%

----3*13594513--2818Quite high
-%-%-%-%92%4%39%39%38%52%39%41%-%-%50%30%41%

-*-1*214792711**-1318Very high
-%100%-%74%8%43%43%49%39%27%49%36%100%100%-%51%40%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-13228121861224**22136NET: High
-%100%-%74%100%46%82%88%76%79%88%77%100%100%50%80%80%

------423-23--234NET: Low
-%-%-%-%-%-%13%12%12%-%12%9%-%-%50%11%10%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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The price of the postal services provided by Hermes in the last 12 months (QOP48. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Hermes on each of the following
aspects:)
Base: All of the respondents who use Hermes and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cb*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
131-112192311152332Unweighted total
*45-1926162912*73345Weighted total

-4-3232-2--34Very low
-%10%-%14%6%17%6%-%100%-%-%8%10%

-------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-4-22-4----44Neither low nor high
-%10%-%13%8%-%15%-%-%-%-%14%10%

-18-6136131--21218Quite high
-%41%-%30%48%36%43%100%-%-%35%38%41%

*18-810711--*41318Very high
100%39%-%42%38%47%36%-%-%100%65%41%40%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

*36-142313231-*72636NET: High
100%80%-%73%86%83%79%100%-%100%100%78%80%

-4-3232-2--34NET: Low
-%10%-%14%6%17%6%-%100%-%-%8%10%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c
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The price of the postal services provided by Hermes in the last 12 months (QOP48. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Hermes on each of the following
aspects:)
Base: All of the respondents who use Hermes and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
2291615-16171310252618231241532Unweighted total
1412323-20221713383323291442445Weighted total

-42--4-4-4----2-4Very low
-%11%7%-%-%22%-%26%-%11%-%-%-%-%38%-%10%

-----------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-444-*4*34424*-44Neither low nor high
-%11%18%18%-%2%20%3%22%11%13%7%16%3%-%17%10%

-17811-58541616111273918Quite high
-%42%34%47%-%26%36%31%28%41%47%48%43%48%62%37%41%

11598-10976141310127-1118Very high
100%37%41%35%-%50%43%41%49%37%39%45%42%49%-%46%40%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1321719-15171210302922241332036NET: High
100%78%75%82%-%76%80%72%78%78%87%93%84%97%62%83%80%

-42--4-4-4----2-4NET: Low
-%11%7%-%-%22%-%26%-%11%-%-%-%-%38%-%10%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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The price of the postal services provided by Hermes in the last 12 months (QOP48. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Hermes on each of the following
aspects:)
Base: All of the respondents who use Hermes and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*cb*a*fe*dc*ba*c*b*a*b*aSignificance Level: 95%
-201243019-31253126312313201932Unweighted total
-252054126-453644354435*3252545Weighted total

-23344-444443-2324Very low
-%7%14%54%10%16%-%10%12%10%12%10%8%-%54%11%7%10%

------------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-22*4*-424244--434Neither low nor high
-%8%12%9%11%2%-%10%5%10%6%10%13%-%-%18%11%10%

-144-159-181517151713*161518Quite high
-%57%20%-%35%36%-%41%41%39%42%39%37%100%46%24%60%41%

-71121812-181518141815--12518Very high
-%29%54%38%43%46%-%39%43%41%40%41%42%-%-%48%22%40%

Don't Know (DO NOT READ
------------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-211523322-363035293528*1182036NET: High
-%85%75%38%79%82%-%80%83%80%82%80%80%100%46%71%82%80%

-23344-444443-2324NET: Low
-%7%14%54%10%16%-%10%12%10%12%10%8%-%54%11%7%10%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The price of the postal services provided by Hermes in the last 12 months (QOP48. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Hermes on each of the following
aspects:)
Base: All of the respondents who use Hermes and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*ba*b*a*c*b*aSignificance Level: 95%
2661813421-32923224632Unweighted total
3692718629-451332315945Weighted total

3232---4-43-24Very low
7%19%10%9%-%-%-%10%-%13%9%-%18%10%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

4-*432-4324--4Neither low nor high
12%-%2%22%49%6%-%10%22%5%15%-%-%10%

144126213-18513122418Quite high
39%48%45%34%29%45%-%41%42%40%38%43%46%41%

153116114-18513123318Very high
42%33%43%34%21%49%-%40%36%41%38%57%35%40%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2972412327-361026235736NET: High
80%81%88%68%51%94%-%80%78%82%77%100%82%80%

3232---4-43-24NET: Low
7%19%10%9%-%-%-%10%-%13%9%-%18%10%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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The price of the postal services provided by Hermes in the last 12 months (QOP48. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Hermes on each of the following
aspects:)
Base: All of the respondents who use Hermes and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthMonthother main provider

DecNovOctJunMayAprMarFebJanDissatisfiedSatisfiedTOTAL

*c*b*a*c*b*a*c*b*a*baSignificance Level: 95%
6331021232-3132Unweighted total
9441532323-4445Weighted total

---4------44Very low
-%-%-%29%-%-%-%-%-%-%10%10%

------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%

2--*----2-44Neither low nor high
26%-%-%3%-%-%-%-%50%-%10%10%

6424-2-*--1718Quite high
66%100%55%29%-%100%-%9%-%-%39%41%

1-263-322-1818Very high
7%-%45%40%100%-%100%91%50%-%41%40%

Don't Know (DO NOT READ
------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%

7441032322-3536NET: High
74%100%100%68%100%100%100%100%50%-%80%80%

---4------44NET: Low
-%-%-%29%-%-%-%-%-%-%10%10%

Columns Tested: a,b - a,b,c - a,b,c - a,b,c
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Table 170  (continuation)                                                                                                                                                                      Page 1538

The price of the postal services provided by Hermes in the last 12 months (QOP48. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Hermes on each of the following
aspects:)
Base: All of the respondents who use Hermes and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
2014232132331227Unweighted total
25*113323127*326Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

4------2-1---4Quite low
15%-%-%-%-%-%-%86%-%75%-%-%-%14%

8*1111---*5--9Neither low nor high
31%100%73%100%45%47%-%-%-%11%67%-%-%35%

6-*-12-*1---16Quite high
24%-%15%-%46%53%-%7%84%-%-%-%47%22%

7-*-*-2***2*28Very high
30%-%13%-%9%-%100%7%16%14%33%100%53%29%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

13-*-122*1*2*313NET: High
54%-%27%-%55%53%100%14%100%14%33%100%100%51%

4------2-1---4NET: Low
15%-%-%-%-%-%-%86%-%75%-%-%-%14%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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The price of the postal services provided by FedEx in the last 12 months (QOP49. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate FedEx on each of the following aspects:)
Base: All of the respondents who use FedEx and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
131411335165113--8-27Unweighted total

91821*1243215--5-26Weighted total

---------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

4-----4--4----4Quite low
42%-%-%-%-%-%15%-%-%24%-%-%-%-%14%

18*-**9224--1-9Neither low nor high
13%46%21%-%59%15%36%55%100%27%-%-%17%-%35%

32**-*61-3--2-6Quite high
40%14%16%28%-%15%23%36%-%19%-%-%34%-%22%

*71***6*-5--3-8Very high
6%40%63%72%41%70%26%9%-%31%-%-%49%-%29%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

41011*1122-8--4-13NET: High
45%54%79%100%41%85%49%45%-%50%-%-%83%-%51%

4-----4--4----4NET: Low
42%-%-%-%-%-%15%-%-%24%-%-%-%-%14%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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The price of the postal services provided by FedEx in the last 12 months (QOP49. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate FedEx on each of the following aspects:)
Base: All of the respondents who use FedEx and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
-3123413198-1981511227Unweighted total
-1*153161611-1611*4*1526Weighted total

-----------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------412-12---44Quite low
-%-%-%-%-%-%23%8%22%-%8%22%-%-%-%24%14%

-*-*21454-54-4*29Neither low nor high
-%30%-%80%48%38%23%32%39%-%32%39%-%95%100%11%35%

-*-*-2442-42---36Quite high
-%31%-%20%-%62%25%27%16%-%27%16%-%-%-%18%22%

-**-3-552-52**-78Very high
-%39%100%-%52%-%29%33%23%-%33%23%100%5%-%46%29%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-***32894-94**-1013NET: High
-%70%100%20%52%62%54%60%39%-%60%39%100%5%-%64%51%

------412-12---44NET: Low
-%-%-%-%-%-%23%8%22%-%8%22%-%-%-%24%14%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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The price of the postal services provided by FedEx in the last 12 months (QOP49. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate FedEx on each of the following aspects:)
Base: All of the respondents who use FedEx and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
126-131491844611127Unweighted total
125-111691742611326Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-4-1212-1--24Quite low
-%15%-%12%15%14%14%-%67%-%-%18%14%

18-36281-2-79Neither low nor high
100%31%-%29%39%19%43%16%-%26%-%53%35%

-6-24241*2116Quite high
-%24%-%17%27%18%25%39%10%28%100%10%22%

-8-53432*3-38Very high
-%30%-%43%19%49%18%44%23%46%-%19%29%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-13-67673141413NET: High
-%54%-%60%45%67%43%84%33%74%100%30%51%

-4-1212-1--24NET: Low
-%15%-%12%15%14%14%-%67%-%-%18%14%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c
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The price of the postal services provided by FedEx in the last 12 months (QOP49. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate FedEx on each of the following aspects:)
Base: All of the respondents who use FedEx and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
825205-2120199252417231241127Unweighted total
522244-2217204262113201131226Weighted total

-----------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

114--441241-112-4Quite low
24%6%15%-%-%16%21%6%54%14%6%-%6%11%81%-%14%

299*-949198684*59Neither low nor high
38%41%36%3%-%41%24%47%24%34%37%43%40%34%6%43%35%

2651-464*66452-46Quite high
33%27%19%34%-%20%35%22%7%23%28%32%24%15%-%35%22%

*673-535176364*38Very high
5%26%30%63%-%22%20%25%16%29%28%25%30%40%14%22%29%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

212124-999113128116*713NET: High
37%53%49%97%-%42%55%47%22%52%57%57%54%55%14%57%51%

114--441241-112-4NET: Low
24%6%15%-%-%16%21%6%54%14%6%-%6%11%81%-%14%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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The price of the postal services provided by FedEx in the last 12 months (QOP49. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate FedEx on each of the following aspects:)
Base: All of the respondents who use FedEx and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
2214152620-27252722272213172027Unweighted total
1214132424-2626262226221191926Weighted total

------------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-4-444-444442-1114Quite low
-%17%-%29%15%15%-%14%14%14%17%14%11%-%85%14%6%14%

*72799-999998-*289Neither low nor high
12%32%59%53%38%38%-%35%34%35%42%35%35%-%7%28%39%35%

15-266-6663641*256Quite high
88%22%-%13%25%24%-%22%23%22%16%22%20%100%7%17%24%22%

-62155-878688--468Very high
-%28%41%5%22%23%-%29%29%29%26%29%34%-%-%40%30%29%

Don't Know (DO NOT READ
------------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

111221111-131313913121*51013NET: High
88%51%41%18%46%47%-%51%52%51%41%51%54%100%7%58%54%51%

-4-444-444442-1114NET: Low
-%17%-%29%15%15%-%14%14%14%17%14%11%-%85%14%6%14%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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The price of the postal services provided by FedEx in the last 12 months (QOP49. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate FedEx on each of the following aspects:)
Base: All of the respondents who use FedEx and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
2161885161261116156627Unweighted total
206168513*261412175426Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

214--2-4212-14Quite low
12%20%22%-%-%18%-%14%17%10%14%-%28%14%

724413-9457129Neither low nor high
35%34%22%50%21%23%-%35%32%39%42%11%37%35%

334123*6332316Quite high
15%46%27%17%33%21%100%22%19%26%12%52%28%22%

8-5325-84352*8Very high
38%-%29%33%47%38%-%29%32%25%32%36%8%29%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1139448*137675213NET: High
53%46%56%50%79%59%100%51%51%51%44%89%36%51%

214--2-4212-14NET: Low
12%20%22%-%-%18%-%14%17%10%14%-%28%14%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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The price of the postal services provided by FedEx in the last 12 months (QOP49. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate FedEx on each of the following aspects:)
Base: All of the respondents who use FedEx and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthMonthother main provider

DecNovOctJunAprMarFebJanDissatisfiedSatisfiedTOTAL

*c*b*a*b*a*c*b*a*b*aSignificance Level: 95%
63331344-2627Unweighted total
7422*443-2526Weighted total

-----------Very low
-%-%-%-%-%-%-%-%-%-%-%

1-----2--44Quite low
17%-%-%-%-%-%55%-%-%15%14%

2*-2-2*3-99Neither low nor high
26%3%-%95%-%57%4%96%-%37%35%

111--2-*-56Quite high
20%33%73%-%-%43%-%4%-%19%22%

32***-2--88Very high
36%64%27%5%100%-%42%-%-%30%29%

Don't Know (DO NOT READ
-----------OUT)
-%-%-%-%-%-%-%-%-%-%-%

442**22*-1213NET: High
56%97%100%5%100%43%42%4%-%49%51%

1-----2--44NET: Low
17%-%-%-%-%-%55%-%-%15%14%

Columns Tested: a,b - a,b,c - a,b - a,b,c

Ofcom; Business Postal Tracker
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The price of the postal services provided by FedEx in the last 12 months (QOP49. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate FedEx on each of the following aspects:)
Base: All of the respondents who use FedEx and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
1221-1-1-3312115Unweighted total

91*-*-*-3222*11Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*-------*----*Quite low
3%-%-%-%-%-%-%-%9%-%-%-%-%2%

2-----*----2*2Neither low nor high
22%-%-%-%-%-%100%-%-%-%-%89%100%19%

1*-------*-*-1Quite high
7%50%-%-%-%-%-%-%-%25%-%11%-%10%

5-------112--5Very high
52%-%-%-%-%-%-%-%45%75%100%-%-%46%

Don't Know (DO NOT READ
1**-*---1----2OUT)

16%50%100%-%100%-%-%-%47%-%-%-%-%23%

5*------122*-6NET: High
59%50%-%-%-%-%-%-%45%100%100%11%-%56%

*-------*----*NET: Low
3%-%-%-%-%-%-%-%9%-%-%-%-%2%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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The price of the postal services provided by DX in the last 12 months (QOP411. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate DX on each of the following aspects:)
Base: All of the respondents who use DX and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
7872238824--1-15Unweighted total
551**19315--1-11Weighted total

---------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-***---*------*Quite low
-%5%16%55%-%-%-%7%-%-%-%-%-%-%2%

2***-*2**2----2Neither low nor high
31%7%26%45%-%31%18%6%30%30%-%-%-%-%19%

*11-***1------1Quite high
3%18%42%-%100%30%5%33%-%-%-%-%-%-%10%

22----5--4--1-5Very high
45%46%-%-%-%-%53%-%-%65%-%-%100%-%46%

Don't Know (DO NOT READ
11*--*22**----2OUT)

21%24%16%-%-%39%24%53%70%4%-%-%-%-%23%

331-**51-4--1-6NET: High
48%64%42%-%100%30%58%33%-%65%-%-%100%-%56%

-***---*------*NET: Low
-%5%16%55%-%-%-%7%-%-%-%-%-%-%2%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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The price of the postal services provided by DX in the last 12 months (QOP411. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate DX on each of the following aspects:)
Base: All of the respondents who use DX and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
-5422-2114-1141-2215Unweighted total
-1223-256-56*-2311Weighted total

-----------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-----*--*-*---*Quite low
-%18%-%-%-%-%-%5%-%-%5%-%100%-%-%-%2%

-**---2*2-*2---*2Neither low nor high
-%14%9%-%-%-%88%7%30%-%7%30%-%-%-%7%19%

-1*----1--1-----1Quite high
-%68%8%-%-%-%-%21%-%-%21%-%-%-%-%-%10%

--112--22-22--225Very high
-%-%60%49%84%-%-%49%43%-%49%43%-%-%100%93%46%

Don't Know (DO NOT READ
--*1*-*11-11----2OUT)
-%-%23%51%16%-%12%18%27%-%18%27%-%-%-%-%23%

-1112--42-42--226NET: High
-%68%68%49%84%-%-%70%43%-%70%43%-%-%100%93%56%

-*-----*--*-*---*NET: Low
-%18%-%-%-%-%-%5%-%-%5%-%100%-%-%-%2%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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The price of the postal services provided by DX in the last 12 months (QOP411. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate DX on each of the following aspects:)
Base: All of the respondents who use DX and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
114-695101111915Unweighted total
*10-56461***711Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-*--*-*----**Quite low
-%2%-%-%4%-%4%-%-%-%-%3%2%

-2-2*-2--*-22Neither low nor high
-%20%-%37%3%-%32%-%-%100%-%26%19%

*1-1**1-*-*11Quite high
100%8%-%14%7%6%13%-%100%-%100%9%10%

-5-22221---45Very high
-%47%-%49%43%59%37%100%-%-%-%51%46%

Don't Know (DO NOT READ
-2--211----12OUT)
-%23%-%-%43%36%14%-%-%-%-%10%23%

*6-33331*-*46NET: High
100%55%-%63%49%64%50%100%100%-%100%61%56%

-*--*-*----**NET: Low
-%2%-%-%4%-%4%-%-%-%-%3%2%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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The price of the postal services provided by DX in the last 12 months (QOP411. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate DX on each of the following aspects:)
Base: All of the respondents who use DX and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
3141010-315241315141492315Unweighted total
11086-3112291181041411Weighted total

-----------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

**-*--*--*****--*Quite low
20%2%-%4%-%-%2%-%-%3%2%3%2%5%-%-%2%

-222--2--2222*-22Neither low nor high
-%20%22%33%-%-%19%-%-%23%19%25%20%9%-%37%19%

*1*1--1-*1111***1Quite high
40%10%5%18%-%-%10%-%18%12%10%13%10%9%16%11%10%

-552-252155251125Very high
-%47%58%38%-%91%46%100%60%55%46%30%47%28%84%53%46%

Don't Know (DO NOT READ
*21*-*2-*12222--2OUT)

40%21%14%7%-%9%23%-%21%8%23%29%21%50%-%-%23%

*653-262266462136NET: High
40%57%64%56%-%91%56%100%79%67%56%43%57%36%100%63%56%

**-*--*--*****--*NET: Low
20%2%-%4%-%-%2%-%-%3%2%3%2%5%-%-%2%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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The price of the postal services provided by DX in the last 12 months (QOP411. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate DX on each of the following aspects:)
Base: All of the respondents who use DX and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
28441512-151515151513-191115Unweighted total
*821119-11111111119-17711Weighted total

------------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*--**-******--***Quite low
-%3%-%-%2%3%-%2%2%2%2%2%3%-%-%4%3%2%

*2-*22-222222--2*2Neither low nor high
45%23%-%14%19%21%-%19%19%19%19%19%22%-%-%28%5%19%

***111-111111--111Quite high
55%6%8%50%10%7%-%10%10%10%10%10%9%-%-%13%12%10%

-41-54-555554-1245Very high
-%45%59%-%46%41%-%46%46%46%46%46%39%-%100%37%50%46%

Don't Know (DO NOT READ
-21*22-222222--122OUT)
-%22%32%35%23%28%-%23%23%23%23%23%26%-%-%19%30%23%

*41164-666664-1346NET: High
55%52%68%50%56%48%-%56%56%56%56%56%49%-%100%50%62%56%

-*--**-******--***NET: Low
-%3%-%-%2%3%-%2%2%2%2%2%3%-%-%4%3%2%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The price of the postal services provided by DX in the last 12 months (QOP411. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate DX on each of the following aspects:)
Base: All of the respondents who use DX and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
114113-6-1531212-215Unweighted total
101101-5-111109-111Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-**----**-*--*Quite low
-%28%2%-%-%-%-%2%25%-%3%-%-%2%

2*2*-*-2-22--2Neither low nor high
17%44%17%68%-%4%-%19%-%21%24%-%-%19%

1*1*-*-1-11-*1Quite high
9%28%7%32%-%10%-%10%-%11%10%-%16%10%

5-5--4-5-54-15Very high
50%-%49%-%-%73%-%46%-%50%41%-%84%46%

Don't Know (DO NOT READ
2-2--1-2122--2OUT)

25%-%25%-%-%14%-%23%75%18%22%-%-%23%

6*5*-4-6-64-16NET: High
58%28%56%32%-%82%-%56%-%61%51%-%100%56%

-**----**-*--*NET: Low
-%28%2%-%-%-%-%2%25%-%3%-%-%2%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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The price of the postal services provided by DX in the last 12 months (QOP411. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate DX on each of the following aspects:)
Base: All of the respondents who use DX and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthMonthother main provider

DecNovOctJunMayMarFebJanDissatisfiedSatisfiedTOTAL

*c*b*a*b*a*c*b*a*b*aSignificance Level: 95%
31311231-1315Unweighted total
3*2*122*-911Weighted total

-----------Very low
-%-%-%-%-%-%-%-%-%-%-%

*--------**Quite low
8%-%-%-%-%-%-%-%-%3%2%

--*---2--22Neither low nor high
-%-%11%-%-%-%80%-%-%23%19%

--**-*-*-11Quite high
-%-%14%100%-%27%-%100%-%12%10%

2-1-1----55Very high
78%-%75%-%100%-%-%-%-%54%46%

Don't Know (DO NOT READ
**---1*--12OUT)

14%100%-%-%-%73%20%-%-%8%23%

2-1*1*-*-66NET: High
78%-%89%100%100%27%-%100%-%66%56%

*--------**NET: Low
8%-%-%-%-%-%-%-%-%3%2%

Columns Tested: a,b - a,b,c - a,b - a,b,c

Ofcom; Business Postal Tracker
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The price of the postal services provided by DX in the last 12 months (QOP411. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate DX on each of the following aspects:)
Base: All of the respondents who use DX and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
3-1--1--1-1--4Unweighted total
3-*--*--*-2--3Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2---------2--2Neither low nor high
86%-%-%-%-%-%-%-%-%-%100%-%-%83%

*----*-------*Quite high
7%-%-%-%-%100%-%-%-%-%-%-%-%7%

*-*-----*----*Very high
6%-%100%-%-%-%-%-%100%-%-%-%-%10%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*-*--*--*----*NET: High
14%-%100%-%-%100%-%-%100%-%-%-%-%17%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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The price of the postal services provided by Pitney Bowes in the last 12 months (QOP413. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Pitney Bowes on each of the
following aspects:)
Base: All of the respondents who use Pitney Bowes and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
133-1211-11-1-4Unweighted total
*3*-**2*-2*-*-3Weighted total

---------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-2----2--2----2Neither low nor high
-%86%-%-%-%-%100%-%-%100%-%-%-%-%83%

-**--*------*-*Quite high
-%7%43%-%-%53%-%-%-%-%-%-%100%-%7%

***-**-*--*---*Very high
100%6%57%-%100%47%-%100%-%-%100%-%-%-%10%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

***-**-*--*-*-*NET: High
100%14%100%-%100%100%-%100%-%-%100%-%100%-%17%

---------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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Table 173  (continuation)                                                                                                                                                                      Page 1556

The price of the postal services provided by Pitney Bowes in the last 12 months (QOP413. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Pitney Bowes on each of the
following aspects:)
Base: All of the respondents who use Pitney Bowes and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
--1-11122-22-2--4Unweighted total
--*-**2*3-*3-3--3Weighted total

-----------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------2-2--2-2--2Neither low nor high
-%-%-%-%-%-%100%-%93%-%-%93%-%92%-%-%83%

----*--*--*--*--*Quite high
-%-%-%-%100%-%-%68%-%-%68%-%-%8%-%-%7%

--*--*-**-**----*Very high
-%-%100%-%-%100%-%32%7%-%32%7%-%-%-%-%10%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--*-**-**-**-*--*NET: High
-%-%100%-%100%100%-%100%7%-%100%7%-%8%-%-%17%

-----------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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The price of the postal services provided by Pitney Bowes in the last 12 months (QOP413. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Pitney Bowes on each of the
following aspects:)
Base: All of the respondents who use Pitney Bowes and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
4--4-4--1-1-4Unweighted total
3--3-3--*-*-3Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%

2--2-2------2Neither low nor high
83%-%-%83%-%83%-%-%-%-%-%-%83%

*--*-*--*---*Quite high
7%-%-%7%-%7%-%-%100%-%-%-%7%

*--*-*----*-*Very high
10%-%-%10%-%10%-%-%-%-%100%-%10%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

*--*-*--*-*-*NET: High
17%-%-%17%-%17%-%-%100%-%100%-%17%

-------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c
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The price of the postal services provided by Pitney Bowes in the last 12 months (QOP413. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Pitney Bowes on each of the
following aspects:)
Base: All of the respondents who use Pitney Bowes and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
1321-131124441214Unweighted total
*3**-*****333*3*3Weighted total

-----------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-2--------222-2-2Neither low nor high
-%89%-%-%-%-%-%-%-%-%83%83%83%-%93%-%83%

***--***-****--**Quite high
100%8%53%-%-%100%43%100%-%68%7%7%7%-%-%100%7%

-***--*-*******-*Very high
-%4%47%100%-%-%57%-%100%32%10%10%10%100%7%-%10%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

****-************NET: High
100%11%100%100%-%100%100%100%100%100%17%17%17%100%7%100%17%

-----------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The price of the postal services provided by Pitney Bowes in the last 12 months (QOP413. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Pitney Bowes on each of the
following aspects:)
Base: All of the respondents who use Pitney Bowes and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
-22142-44444-----4Unweighted total
-3**3*-33333-----3Weighted total

------------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-2--2--22222-----2Neither low nor high
-%93%-%-%83%-%-%83%83%83%83%83%-%-%-%-%-%83%

--****-*****-----*Quite high
-%-%68%100%7%53%-%7%7%7%7%7%-%-%-%-%-%7%

-**-**-*****-----*Very high
-%7%32%-%10%47%-%10%10%10%10%10%-%-%-%-%-%10%

Don't Know (DO NOT READ
------------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*****-*****-----*NET: High
-%7%100%100%17%100%-%17%17%17%17%17%-%-%-%-%-%17%

------------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The price of the postal services provided by Pitney Bowes in the last 12 months (QOP413. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Pitney Bowes on each of the
following aspects:)
Base: All of the respondents who use Pitney Bowes and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
31-----4132-24Unweighted total
3*-----32*3-*3Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2------22-2--2Neither low nor high
90%-%-%-%-%-%-%83%100%-%93%-%-%83%

-*-----*-*--**Quite high
-%100%-%-%-%-%-%7%-%43%-%-%68%7%

*------*-**-**Very high
10%-%-%-%-%-%-%10%-%57%7%-%32%10%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

**-----*-**-**NET: High
10%100%-%-%-%-%-%17%-%100%7%-%100%17%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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The price of the postal services provided by Pitney Bowes in the last 12 months (QOP413. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Pitney Bowes on each of the
following aspects:)
Base: All of the respondents who use Pitney Bowes and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthMonthother main provider

OctJunAprJanDissatisfiedSatisfiedTOTAL

*a*b*a*a*b*aSignificance Level: 95%
1111-34Unweighted total
2***-33Weighted total

-------Very low
-%-%-%-%-%-%-%

-------Quite low
-%-%-%-%-%-%-%

2----22Neither low nor high
100%-%-%-%-%90%83%

--*---*Quite high
-%-%100%-%-%-%7%

-*-*-**Very high
-%100%-%100%-%10%10%

Don't Know (DO NOT READ
-------OUT)
-%-%-%-%-%-%-%

-***-**NET: High
-%100%100%100%-%10%17%

-------NET: Low
-%-%-%-%-%-%-%

Columns Tested: a,b - a,b - a

Ofcom; Business Postal Tracker
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The price of the postal services provided by Pitney Bowes in the last 12 months (QOP413. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Pitney Bowes on each of the
following aspects:)
Base: All of the respondents who use Pitney Bowes and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
5-1121---1-1-7Unweighted total
6-**12---1-2-6Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*---*--------*Quite low
3%-%-%-%12%-%-%-%-%-%-%-%-%3%

3---1------2-3Neither low nor high
48%-%-%-%88%-%-%-%-%-%-%100%-%44%

3-**-2---1---3Quite high
49%-%100%100%-%100%-%-%-%100%-%-%-%53%

--------------Very high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

3-**-2---1---3NET: High
49%-%100%100%-%100%-%-%-%100%-%-%-%53%

*---*--------*NET: Low
3%-%-%-%12%-%-%-%-%-%-%-%-%3%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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The price of the postal services provided by TNT Express in the last 12 months (QOP414. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate TNT Express on each of the
following aspects:)
Base: All of the respondents who use TNT Express and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
342--253-2--2-7Unweighted total
24*--*64-2--*-6Weighted total

---------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-**--*------*-*Quite low
-%4%62%-%-%62%-%-%-%-%-%-%62%-%3%

-3----32-1----3Neither low nor high
-%67%-%-%-%-%46%44%-%50%-%-%-%-%44%

21*--*32-1--*-3Quite high
100%29%38%-%-%38%54%56%-%50%-%-%38%-%53%

---------------Very high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

21*--*32-1--*-3NET: High
100%29%38%-%-%38%54%56%-%50%-%-%38%-%53%

-**--*------*-*NET: Low
-%4%62%-%-%62%-%-%-%-%-%-%62%-%3%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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The price of the postal services provided by TNT Express in the last 12 months (QOP414. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate TNT Express on each of the
following aspects:)
Base: All of the respondents who use TNT Express and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
----13352-52-1217Unweighted total
----*2533-33-*216Weighted total

-----------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----*--*--*-----*Quite low
-%-%-%-%100%-%-%5%-%-%5%-%-%-%-%-%3%

------312-12--213Neither low nor high
-%-%-%-%-%-%63%39%50%-%39%50%-%-%79%100%44%

-----2222-22-**-3Quite high
-%-%-%-%-%100%37%56%50%-%56%50%-%100%21%-%53%

-----------------Very high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----2222-22-**-3NET: High
-%-%-%-%-%100%37%56%50%-%56%50%-%100%21%-%53%

----*--*--*-----*NET: Low
-%-%-%-%100%-%-%5%-%-%5%-%-%-%-%-%3%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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The price of the postal services provided by TNT Express in the last 12 months (QOP414. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate TNT Express on each of the
following aspects:)
Base: All of the respondents who use TNT Express and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
-7-52252-1227Unweighted total
-6-52*61-*236Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-*-*-*----*Quite low
-%3%-%4%-%62%-%29%-%-%-%-%3%

-3-21-3---123Neither low nor high
-%44%-%34%74%-%46%-%-%-%50%50%44%

-3-3**3*-*123Quite high
-%53%-%62%26%38%54%71%-%100%50%50%53%

-------------Very high
-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-3-3**3*-*123NET: High
-%53%-%62%26%38%54%71%-%100%50%50%53%

-*-*-*-*----*NET: Low
-%3%-%4%-%62%-%29%-%-%-%-%3%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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The price of the postal services provided by TNT Express in the last 12 months (QOP414. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate TNT Express on each of the
following aspects:)
Base: All of the respondents who use TNT Express and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
3641-645166552237Unweighted total
2532-533*55452236Weighted total

-----------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-**--***-***--*-*Quite low
-%4%5%-%-%4%6%5%-%4%4%5%-%-%10%-%3%

1332-111-33331-23Neither low nor high
70%60%83%100%-%26%40%39%-%60%60%80%62%74%-%55%44%

12*--322*2212*213Quite high
30%37%12%-%-%71%54%56%100%37%37%15%38%26%90%45%53%

-----------------Very high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

12*--322*2212*213NET: High
30%37%12%-%-%71%54%56%100%37%37%15%38%26%90%45%53%

-**--***-***--*-*NET: Low
-%4%5%-%-%4%6%5%-%4%4%5%-%-%10%-%3%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The price of the postal services provided by TNT Express in the last 12 months (QOP414. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate TNT Express on each of the
following aspects:)
Base: All of the respondents who use TNT Express and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
-43276-777776-1447Unweighted total
-42166-666666-*256Weighted total

------------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--*-**-******--*-*Quite low
-%-%8%-%3%3%-%3%3%3%3%3%3%-%-%9%-%3%

-3--33-333333---33Neither low nor high
-%68%-%-%44%45%-%44%44%44%44%44%45%-%-%-%63%44%

-12133-333333-*223Quite high
-%32%92%100%53%52%-%53%53%53%53%53%52%-%100%91%37%53%

------------------Very high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
------------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-12133-333333-*223NET: High
-%32%92%100%53%52%-%53%53%53%53%53%52%-%100%91%37%53%

--*-**-******--*-*NET: Low
-%-%8%-%3%3%-%3%3%3%3%3%3%-%-%9%-%3%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The price of the postal services provided by TNT Express in the last 12 months (QOP414. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate TNT Express on each of the
following aspects:)
Base: All of the respondents who use TNT Express and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
7-4313-7164127Unweighted total
6-33*3-6153226Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*-*----*-*--**Quite low
3%-%6%-%-%-%-%3%-%3%-%-%10%3%

3-12---3121-23Neither low nor high
44%-%39%50%-%-%-%44%100%31%41%-%90%44%

3-22*3-3-322-3Quite high
53%-%56%50%100%100%-%53%-%65%59%100%-%53%

--------------Very high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

3-22*3-3-322-3NET: High
53%-%56%50%100%100%-%53%-%65%59%100%-%53%

*-*----*-*--**NET: Low
3%-%6%-%-%-%-%3%-%3%-%-%10%3%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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The price of the postal services provided by TNT Express in the last 12 months (QOP414. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate TNT Express on each of the
following aspects:)
Base: All of the respondents who use TNT Express and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthMonthother main provider

DecNovOctMayFebDissatisfiedSatisfiedTOTAL

*c*b*a*a*a*b*aSignificance Level: 95%
12112-77Unweighted total
*1122-66Weighted total

--------Very low
-%-%-%-%-%-%-%-%

----*-**Quite low
-%-%-%-%10%-%3%3%

--12--33Neither low nor high
-%-%100%100%-%-%44%44%

*1--2-33Quite high
100%100%-%-%90%-%53%53%

--------Very high
-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
--------OUT)
-%-%-%-%-%-%-%-%

*1--2-33NET: High
100%100%-%-%90%-%53%53%

----*-**NET: Low
-%-%-%-%10%-%3%3%

Columns Tested: a,b - a,b,c

Ofcom; Business Postal Tracker
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The price of the postal services provided by TNT Express in the last 12 months (QOP414. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate TNT Express on each of the
following aspects:)
Base: All of the respondents who use TNT Express and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
2-------1--1-2Unweighted total
2-------*--2-2Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2----------2-2Neither low nor high
90%-%-%-%-%-%-%-%-%-%-%100%-%90%

*-------*----*Quite high
10%-%-%-%-%-%-%-%100%-%-%-%-%10%

--------------Very high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*-------*----*NET: High
10%-%-%-%-%-%-%-%100%-%-%-%-%10%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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The price of the postal services provided by TNT Post UK in the last 12 months (QOP415. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate TNT Post UK on each of the
following aspects:)
Base: All of the respondents who use TNT Post UK and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
111-1-11----1-2Unweighted total
*2*-*-22----*-2Weighted total

---------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-2----22------2Neither low nor high
-%100%-%-%-%-%100%100%-%-%-%-%-%-%90%

*-*-*-------*-*Quite high
100%-%100%-%100%-%-%-%-%-%-%-%100%-%10%

---------------Very high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*-*-*-------*-*NET: High
100%-%100%-%100%-%-%-%-%-%-%-%100%-%10%

---------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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The price of the postal services provided by TNT Post UK in the last 12 months (QOP415. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate TNT Post UK on each of the
following aspects:)
Base: All of the respondents who use TNT Post UK and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
----1-1-2--21-1-2Unweighted total
----*-2-2--2*-2-2Weighted total

-----------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------2-2--2--2-2Neither low nor high
-%-%-%-%-%-%100%-%90%-%-%90%-%-%100%-%90%

----*---*--**---*Quite high
-%-%-%-%100%-%-%-%10%-%-%10%100%-%-%-%10%

-----------------Very high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----*---*--**---*NET: High
-%-%-%-%100%-%-%-%10%-%-%10%100%-%-%-%10%

-----------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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The price of the postal services provided by TNT Post UK in the last 12 months (QOP415. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate TNT Post UK on each of the
following aspects:)
Base: All of the respondents who use TNT Post UK and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
-2-2--2----22Unweighted total
-2-2--2----22Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-2-2--2----22Neither low nor high
-%90%-%90%-%-%90%-%-%-%-%90%90%

-*-*--*----**Quite high
-%10%-%10%-%-%10%-%-%-%-%10%10%

-------------Very high
-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-*--*----**NET: High
-%10%-%10%-%-%10%-%-%-%-%10%10%

-------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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The price of the postal services provided by TNT Post UK in the last 12 months (QOP415. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate TNT Post UK on each of the
following aspects:)
Base: All of the respondents who use TNT Post UK and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
-212--1--2222--22Unweighted total
-222--*--2222--22Weighted total

-----------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-222-----2222--22Neither low nor high
-%90%100%90%-%-%-%-%-%90%90%90%90%-%-%90%90%

-*-*--*--****--**Quite high
-%10%-%10%-%-%100%-%-%10%10%10%10%-%-%10%10%

-----------------Very high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-*--*--****--**NET: High
-%10%-%10%-%-%100%-%-%10%10%10%10%-%-%10%10%

-----------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The price of the postal services provided by TNT Post UK in the last 12 months (QOP415. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate TNT Post UK on each of the
following aspects:)
Base: All of the respondents who use TNT Post UK and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
-2--11-222222--122Unweighted total
-2--22-222222--*22Weighted total

------------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-2--22-222222---22Neither low nor high
-%90%-%-%100%100%-%90%90%90%90%90%90%-%-%-%90%90%

-*-----******--***Quite high
-%10%-%-%-%-%-%10%10%10%10%10%10%-%-%100%10%10%

------------------Very high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
------------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-----******--***NET: High
-%10%-%-%-%-%-%10%10%10%10%10%10%-%-%100%10%10%

------------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The price of the postal services provided by TNT Post UK in the last 12 months (QOP415. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate TNT Post UK on each of the
following aspects:)
Base: All of the respondents who use TNT Post UK and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
2--21--2-21-12Unweighted total
2--2*--2-2*-22Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2--2---2-2--22Neither low nor high
90%-%-%90%-%-%-%90%-%90%-%-%100%90%

*--**--*-**--*Quite high
10%-%-%10%100%-%-%10%-%10%100%-%-%10%

--------------Very high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*--**--*-**--*NET: High
10%-%-%10%100%-%-%10%-%10%100%-%-%10%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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The price of the postal services provided by TNT Post UK in the last 12 months (QOP415. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate TNT Post UK on each of the
following aspects:)
Base: All of the respondents who use TNT Post UK and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthother main provider

MayFebDissatisfiedSatisfiedTOTAL

*a*a*b*aSignificance Level: 95%
11-22Unweighted total
2*-22Weighted total

-----Very low
-%-%-%-%-%

-----Quite low
-%-%-%-%-%

2--22Neither low nor high
100%-%-%90%90%

-*-**Quite high
-%100%-%10%10%

-----Very high
-%-%-%-%-%

Don't Know (DO NOT READ
-----OUT)
-%-%-%-%-%

-*-**NET: High
-%100%-%10%10%

-----NET: Low
-%-%-%-%-%

Columns Tested: a,b

Ofcom; Business Postal Tracker
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The price of the postal services provided by TNT Post UK in the last 12 months (QOP415. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate TNT Post UK on each of the
following aspects:)
Base: All of the respondents who use TNT Post UK and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
41-112---1---6Unweighted total
6*-*13---1---6Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2*-*1----1---3Quite high
44%100%-%100%100%-%-%-%-%100%-%-%-%49%

--------------Very high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
3----3-------3OUT)

56%-%-%-%-%100%-%-%-%-%-%-%-%51%

2*-*1----1---3NET: High
44%100%-%100%100%-%-%-%-%100%-%-%-%49%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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The price of the postal services provided by QV4a Other (1st) in the last 12 months (QOP491. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate QV4a Other (1st) on each of
the following aspects:)
Base: All of the respondents who use QV4a Other (1st) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
241-1-54----2-6Unweighted total
24*-*-63----3-6Weighted total

---------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*3*-*-32----1-3Quite high
6%66%100%-%100%-%48%55%-%-%-%-%42%-%49%

---------------Very high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
21----31----2-3OUT)

94%34%-%-%-%-%52%45%-%-%-%-%58%-%51%

*3*-*-32----1-3NET: High
6%66%100%-%100%-%48%55%-%-%-%-%42%-%49%

---------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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The price of the postal services provided by QV4a Other (1st) in the last 12 months (QOP491. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate QV4a Other (1st) on each of
the following aspects:)
Base: All of the respondents who use QV4a Other (1st) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
---211-42-42-1-36Unweighted total
---2*1-42-42-1-36Weighted total

-----------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---2*1-3*-3*---23Quite high
-%-%-%100%100%100%-%66%6%-%66%6%-%-%-%50%49%

-----------------Very high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
-------12-12-1-23OUT)
-%-%-%-%-%-%-%34%94%-%34%94%-%100%-%50%51%

---2*1-3*-3*---23NET: High
-%-%-%100%100%100%-%66%6%-%66%6%-%-%-%50%49%

-----------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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The price of the postal services provided by QV4a Other (1st) in the last 12 months (QOP491. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate QV4a Other (1st) on each of
the following aspects:)
Base: All of the respondents who use QV4a Other (1st) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
24-4242-11-36Unweighted total
24-5151-11-36Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%

*3-2121-1--13Quite high
23%61%-%35%100%35%100%-%100%-%-%44%49%

-------------Very high
-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
12-3-3---1-23OUT)

77%39%-%65%-%65%-%-%-%100%-%56%51%

*3-2121-1--13NET: High
23%61%-%35%100%35%100%-%100%-%-%44%49%

-------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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The price of the postal services provided by QV4a Other (1st) in the last 12 months (QOP491. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate QV4a Other (1st) on each of
the following aspects:)
Base: All of the respondents who use QV4a Other (1st) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
-54--545144341146Unweighted total
-46--636143231146Weighted total

-----------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-32--333113231113Quite high
-%67%44%-%-%45%100%45%100%30%100%100%100%100%100%15%49%

-----------------Very high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
-13--3-3-3-----33OUT)
-%33%56%-%-%55%-%55%-%70%-%-%-%-%-%85%51%

-32--333113231113NET: High
-%67%44%-%-%45%100%45%100%30%100%100%100%100%100%15%49%

-----------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The price of the postal services provided by QV4a Other (1st) in the last 12 months (QOP491. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate QV4a Other (1st) on each of
the following aspects:)
Base: All of the respondents who use QV4a Other (1st) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
-42163-666564--336Unweighted total
-33164-666464--336Weighted total

------------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-21-31-333333--333Quite high
-%52%45%-%49%28%-%49%49%49%67%49%61%-%-%100%100%49%

------------------Very high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
-21133-333132----3OUT)
-%48%55%100%51%72%-%51%51%51%33%51%39%-%-%-%-%51%

-21-31-333333--333NET: High
-%52%45%-%49%28%-%49%49%49%67%49%61%-%-%100%100%49%

------------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The price of the postal services provided by QV4a Other (1st) in the last 12 months (QOP491. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate QV4a Other (1st) on each of
the following aspects:)
Base: All of the respondents who use QV4a Other (1st) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
4231-4-6244-26Unweighted total
4231-4-6333-36Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

3*11-3-3122-13Quite high
61%23%45%100%-%61%-%49%45%52%52%-%46%49%

--------------Very high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
212--2-3122-13OUT)

39%77%55%-%-%39%-%51%55%48%48%-%54%51%

3*11-3-3122-13NET: High
61%23%45%100%-%61%-%49%45%52%52%-%46%49%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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The price of the postal services provided by QV4a Other (1st) in the last 12 months (QOP491. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate QV4a Other (1st) on each of
the following aspects:)
Base: All of the respondents who use QV4a Other (1st) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthother main provider

DecJunAprDissatisfiedSatisfiedTOTAL

*a*b*a*b*aSignificance Level: 95%
312-66Unweighted total
322-66Weighted total

------Very low
-%-%-%-%-%-%

------Quite low
-%-%-%-%-%-%

------Neither low nor high
-%-%-%-%-%-%

1-2-33Quite high
48%-%100%-%49%49%

------Very high
-%-%-%-%-%-%

Don't Know (DO NOT READ
12--33OUT)

52%100%-%-%51%51%

1-2-33NET: High
48%-%100%-%49%49%

------NET: Low
-%-%-%-%-%-%

Columns Tested: a,b - a,b

Ofcom; Business Postal Tracker
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The price of the postal services provided by QV4a Other (1st) in the last 12 months (QOP491. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate QV4a Other (1st) on each of
the following aspects:)
Base: All of the respondents who use QV4a Other (1st) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
1-----------11Unweighted total
*-----------**Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Very high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
*-----------**OUT)

100%-%-%-%-%-%-%-%-%-%-%-%100%100%

--------------NET: High
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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The price of the postal services provided by QV4a Other (3rd) in the last 12 months (QOP493. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate QV4a Other (3rd) on each of
the following aspects:)
Base: All of the respondents who use QV4a Other (3rd) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
1-1--1------1-1Unweighted total
*-*--*------*-*Weighted total

---------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Quite high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Very high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
*-*--*------*-*OUT)

100%-%100%-%-%100%-%-%-%-%-%-%100%-%100%

---------------NET: High
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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The price of the postal services provided by QV4a Other (3rd) in the last 12 months (QOP493. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate QV4a Other (3rd) on each of
the following aspects:)
Base: All of the respondents who use QV4a Other (3rd) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
-------1--1-----1Unweighted total
-------*--*-----*Weighted total

-----------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Quite high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Very high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
-------*--*-----*OUT)
-%-%-%-%-%-%-%100%-%-%100%-%-%-%-%-%100%

-----------------NET: High
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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The price of the postal services provided by QV4a Other (3rd) in the last 12 months (QOP493. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate QV4a Other (3rd) on each of
the following aspects:)
Base: All of the respondents who use QV4a Other (3rd) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
1--1-1-----11Unweighted total
*--*-*-----**Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Quite high
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Very high
-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
*--*-*-----**OUT)

100%-%-%100%-%100%-%-%-%-%-%100%100%

-------------NET: High
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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The price of the postal services provided by QV4a Other (3rd) in the last 12 months (QOP493. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate QV4a Other (3rd) on each of
the following aspects:)
Base: All of the respondents who use QV4a Other (3rd) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
111--1---1-----11Unweighted total
***--*---*-----**Weighted total

-----------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Quite high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Very high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
***--*---*-----**OUT)

100%100%100%-%-%100%-%-%-%100%-%-%-%-%-%100%100%

-----------------NET: High
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The price of the postal services provided by QV4a Other (3rd) in the last 12 months (QOP493. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate QV4a Other (3rd) on each of
the following aspects:)
Base: All of the respondents who use QV4a Other (3rd) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
-1-111-111-1-----1Unweighted total
-*-***-***-*-----*Weighted total

------------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Quite high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Very high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
-*-***-***-*-----*OUT)
-%100%-%100%100%100%-%100%100%100%-%100%-%-%-%-%-%100%

------------------NET: High
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The price of the postal services provided by QV4a Other (3rd) in the last 12 months (QOP493. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate QV4a Other (3rd) on each of
the following aspects:)
Base: All of the respondents who use QV4a Other (3rd) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
-1-----11-1--1Unweighted total
-*-----**-*--*Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Very high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
-*-----**-*--*OUT)
-%100%-%-%-%-%-%100%100%-%100%-%-%100%

--------------NET: High
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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The price of the postal services provided by QV4a Other (3rd) in the last 12 months (QOP493. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate QV4a Other (3rd) on each of
the following aspects:)
Base: All of the respondents who use QV4a Other (3rd) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
Monthother main provider

JunDissatisfiedSatisfiedTOTAL

*a*b*aSignificance Level: 95%
1-11Unweighted total
*-**Weighted total

----Very low
-%-%-%-%

----Quite low
-%-%-%-%

----Neither low nor high
-%-%-%-%

----Quite high
-%-%-%-%

----Very high
-%-%-%-%

Don't Know (DO NOT READ
*-**OUT)

100%-%100%100%

----NET: High
-%-%-%-%

----NET: Low
-%-%-%-%

Columns Tested: a,b

Ofcom; Business Postal Tracker
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The price of the postal services provided by QV4a Other (3rd) in the last 12 months (QOP493. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate QV4a Other (3rd) on each of
the following aspects:)
Base: All of the respondents who use QV4a Other (3rd) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
1921424142112226Unweighted total
241*125*72122227Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

3----2------13Quite low
13%-%-%-%-%33%-%-%-%-%-%-%88%12%

5-**-1*21----6Neither low nor high
22%-%100%31%-%30%100%32%49%-%-%-%-%23%

81-12*-*-121-9Quite high
32%100%-%38%100%4%-%3%-%100%100%88%-%34%

5--*-2-21----6Very high
21%-%-%31%-%33%-%32%51%-%-%-%-%21%

Don't Know (DO NOT READ
3------2---**3OUT)

11%-%-%-%-%-%-%32%-%-%-%12%12%10%

131-122-31121-15NET: High
54%100%-%69%100%37%-%35%51%100%100%88%-%55%

3----2------13NET: Low
13%-%-%-%-%33%-%-%-%-%-%-%88%12%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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Table 178                                                                                                                                                                                      Page 1595

The price of the postal services provided by QV4b Other (1st) in the last 12 months (QOP494. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate QV4b Other (1st) on each of
the following aspects:)
Base: All of the respondents who use QV4b Other (1st) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
15116-332071122-3-26Unweighted total
13141-*12682111-3-27Weighted total

---------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

3-----3--3----3Quite low
24%-%-%-%-%-%12%-%-%28%-%-%-%-%12%

24*--*62-4*---6Neither low nor high
19%27%29%-%-%47%23%23%-%35%50%-%-%-%23%

37*-**94-2*-1-9Quite high
20%47%39%-%60%26%34%45%-%22%50%-%40%-%34%

41----62-2--2-6Very high
35%9%-%-%-%-%22%29%-%15%-%-%54%-%21%

Don't Know (DO NOT READ
*3*-**2*2---*-3OUT)
2%18%32%-%40%26%9%2%100%-%-%-%7%-%10%

78*-**146-4*-3-15NET: High
55%55%39%-%60%26%56%74%-%37%50%-%93%-%55%

3-----3--3----3NET: Low
24%-%-%-%-%-%12%-%-%28%-%-%-%-%12%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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The price of the postal services provided by QV4b Other (1st) in the last 12 months (QOP494. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate QV4b Other (1st) on each of
the following aspects:)
Base: All of the respondents who use QV4b Other (1st) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
-1-32681871188-431126Unweighted total
-*-413112052207-431227Weighted total

-----------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------33--3---213Quite low
-%-%-%-%-%-%28%16%-%-%16%-%-%-%50%13%12%

---1**-6--6--22*6Neither low nor high
-%-%-%33%80%14%-%32%-%-%32%-%-%42%50%4%23%

---2*2263-63-*-59Quite high
-%-%-%67%20%73%19%32%58%-%32%39%-%4%-%45%34%

-----*442-42-2-26Very high
-%-%-%-%-%14%32%18%42%-%18%28%-%54%-%18%21%

Don't Know (DO NOT READ
-*----2*-2*2---23OUT)
-%100%-%-%-%-%21%2%-%100%2%32%-%-%-%20%10%

---2*36105-105-3-715NET: High
-%-%-%67%20%86%51%51%100%-%51%68%-%58%-%63%55%

------33--3---213NET: Low
-%-%-%-%-%-%28%16%-%-%16%-%-%-%50%13%12%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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The price of the postal services provided by QV4b Other (1st) in the last 12 months (QOP494. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate QV4b Other (1st) on each of
the following aspects:)
Base: All of the respondents who use QV4b Other (1st) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
224-1412121463231126Unweighted total
225-141314136334927Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-3--3-312---3Quite low
-%12%-%-%23%-%24%24%53%-%-%-%12%

15-33334-1-*6Neither low nor high
88%19%-%22%24%22%25%72%-%55%-%5%23%

-9-5454*11349Quite high
-%37%-%38%30%39%29%3%40%45%67%45%34%

-6-5*5*---146Very high
-%22%-%38%3%38%3%-%-%-%33%48%21%

Don't Know (DO NOT READ
*3-*3*3-*--*3OUT)

12%10%-%1%19%1%19%-%6%-%-%2%10%

-15-114114*114915NET: High
-%59%-%76%33%77%32%3%40%45%100%93%55%

-3--3-312---3NET: Low
-%12%-%-%23%-%24%24%53%-%-%-%12%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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The price of the postal services provided by QV4b Other (1st) in the last 12 months (QOP494. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate QV4b Other (1st) on each of
the following aspects:)
Base: All of the respondents who use QV4b Other (1st) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
624204-211316822171117145626Unweighted total
625193-21111962313713134827Weighted total

-----------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

133--313-311112-3Quite low
24%12%16%-%-%15%13%17%-%14%11%20%11%11%40%-%12%

366--626162225-16Neither low nor high
46%24%33%-%-%29%19%33%15%28%16%28%16%36%-%18%23%

2943-6444854562*9Quite high
27%37%22%82%-%30%33%22%75%34%41%49%41%42%50%1%34%

-45*-545*52-21*46Very high
-%16%27%13%-%25%33%28%7%23%13%-%13%9%10%49%21%

Don't Know (DO NOT READ
*3**-**-**3*3*-33OUT)
3%11%2%6%-%1%2%-%3%2%19%3%19%2%-%31%10%

21393-127951374773415NET: High
27%53%49%94%-%55%66%50%82%57%54%49%54%51%60%50%55%

133--313-311112-3NET: Low
24%12%16%-%-%15%13%17%-%14%11%20%11%11%40%-%12%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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The price of the postal services provided by QV4b Other (1st) in the last 12 months (QOP494. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate QV4b Other (1st) on each of
the following aspects:)
Base: All of the respondents who use QV4b Other (1st) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
11410102517-26252623262011121926Unweighted total
*131392514-27252723272012101927Weighted total

------------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-3-133-33333-12-33Quite low
-%24%-%17%13%22%-%12%13%12%14%12%-%100%100%-%17%12%

-25363-666665--436Neither low nor high
-%13%34%32%25%19%-%23%25%23%27%23%25%-%-%39%17%23%

*45275-999996--569Quite high
100%28%39%19%28%36%-%34%38%34%41%34%33%-%-%47%31%34%

-24263-666466--146Very high
-%16%27%28%23%20%-%21%23%21%18%21%29%-%-%12%22%21%

Don't Know (DO NOT READ
-3-*3*-3*3*33--*33OUT)
-%20%-%5%11%3%-%10%2%10%1%10%13%-%-%2%14%10%

*694138-151515131512--61015NET: High
100%44%66%47%51%56%-%55%60%55%58%55%62%-%-%59%52%55%

-3-133-33333-12-33NET: Low
-%24%-%17%13%22%-%12%13%12%14%12%-%100%100%-%17%12%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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Table 178  (continuation)                                                                                                                                                                      Page 1600

The price of the postal services provided by QV4b Other (1st) in the last 12 months (QOP494. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate QV4b Other (1st) on each of
the following aspects:)
Base: All of the respondents who use QV4b Other (1st) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
206168115-261115153826Unweighted total
208169*16-2711161341027Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

12-3---312-123Quite low
8%22%-%35%-%-%-%12%14%10%-%37%16%12%

424**3-6244-26Neither low nor high
22%25%26%5%100%19%-%23%18%27%34%-%18%23%

8145-6-9452349Quite high
40%19%24%60%-%39%-%34%40%30%18%63%43%34%

326--4-6*53-26Very high
17%31%34%-%-%27%-%21%4%32%26%-%23%21%

Don't Know (DO NOT READ
3*3--2-33*3--3OUT)

13%3%16%-%-%15%-%10%24%1%21%-%-%10%

114105-11-1551063715NET: High
57%51%58%60%-%66%-%55%44%62%44%63%66%55%

12-3---312-123NET: Low
8%22%-%35%-%-%-%12%14%10%-%37%16%12%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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The price of the postal services provided by QV4b Other (1st) in the last 12 months (QOP494. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate QV4b Other (1st) on each of
the following aspects:)
Base: All of the respondents who use QV4b Other (1st) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthother main provider

DecNovOctJunMayAprDissatisfiedSatisfiedTOTAL

*c*b*a*c*b*a*b*aSignificance Level: 95%
83491112326Unweighted total
95461122327Weighted total

---------Very low
-%-%-%-%-%-%-%-%-%

1--2---33Quite low
17%-%-%26%-%-%-%14%12%

22-*1--66Neither low nor high
25%46%-%7%100%-%-%26%23%

33*2-1-89Quite high
32%54%4%36%-%100%-%34%34%

2-22--236Very high
26%-%40%26%-%-%100%15%21%

Don't Know (DO NOT READ
--2*---33OUT)
-%-%56%6%-%-%-%12%10%

5324-121115NET: High
58%54%44%61%-%100%100%49%55%

1--2---33NET: Low
17%-%-%26%-%-%-%14%12%

Columns Tested: a,b - a,b,c - a,b,c
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Table 178  (continuation)                                                                                                                                                                      Page 1602

The price of the postal services provided by QV4b Other (1st) in the last 12 months (QOP494. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate QV4b Other (1st) on each of
the following aspects:)
Base: All of the respondents who use QV4b Other (1st) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
61--1--31--1-7Unweighted total
9*--1--51--1-9Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2*-----2-----3Neither low nor high
27%100%-%-%-%-%-%48%-%-%-%-%-%30%

4---1--2-----4Quite high
40%-%-%-%100%-%-%48%-%-%-%-%-%38%

3------*1--1-3Very high
33%-%-%-%-%-%-%4%100%-%-%100%-%31%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

6---1--31--1-6NET: High
73%-%-%-%100%-%-%52%100%-%-%100%-%70%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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Table 179                                                                                                                                                                                      Page 1603

The price of the postal services provided by QV4b Other (2nd) in the last 12 months (QOP495. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate QV4b Other (2nd) on each of
the following aspects:)
Base: All of the respondents who use QV4b Other (2nd) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
341--161-5----7Unweighted total
45*--*92-5----9Weighted total

---------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*2----3--3----3Neither low nor high
11%45%-%-%-%-%31%-%-%51%-%-%-%-%30%

4-----42-1----4Quite high
89%-%-%-%-%-%39%100%-%22%-%-%-%-%38%

-3*--*3--1----3Very high
-%55%100%-%-%100%30%-%-%26%-%-%-%-%31%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

43*--*62-3----6NET: High
89%55%100%-%-%100%69%100%-%49%-%-%-%-%70%

---------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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The price of the postal services provided by QV4b Other (2nd) in the last 12 months (QOP495. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate QV4b Other (2nd) on each of
the following aspects:)
Base: All of the respondents who use QV4b Other (2nd) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
---1--552-52-1-37Unweighted total
---1--672-72-2-39Weighted total

-----------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------*2*-2*---*3Neither low nor high
-%-%-%-%-%-%8%32%23%-%32%23%-%-%-%14%30%

---1--24--4--2-14Quite high
-%-%-%100%-%-%41%48%-%-%48%-%-%100%-%39%38%

------311-11---13Very high
-%-%-%-%-%-%51%20%77%-%20%77%-%-%-%47%31%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---1--551-51-2-36NET: High
-%-%-%100%-%-%92%68%77%-%68%77%-%100%-%86%70%

-----------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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The price of the postal services provided by QV4b Other (2nd) in the last 12 months (QOP495. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate QV4b Other (2nd) on each of
the following aspects:)
Base: All of the respondents who use QV4b Other (2nd) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
-7-43432-1137Unweighted total
-9-45543-1149Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-3-*2-32---*3Neither low nor high
-%30%-%10%47%-%70%92%-%-%-%10%30%

-4-2121--1-24Quite high
-%38%-%56%24%45%30%-%-%100%-%55%38%

-3-113-*--113Very high
-%31%-%34%29%55%-%8%-%-%100%35%31%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-6-4351*-1146NET: High
-%70%-%90%53%100%30%8%-%100%100%90%70%

-------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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The price of the postal services provided by QV4b Other (2nd) in the last 12 months (QOP495. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate QV4b Other (2nd) on each of
the following aspects:)
Base: All of the respondents who use QV4b Other (2nd) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
275--725-74244117Unweighted total
497--948-93135*29Weighted total

-----------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

233--3-3-3*-*2*-3Neither low nor high
66%30%42%-%-%30%-%37%-%30%14%-%14%47%100%-%30%

142--424-41111-24Quite high
34%38%36%-%-%38%66%47%-%38%39%86%39%24%-%100%38%

-31--311-31*11--3Very high
-%31%22%-%-%31%34%16%-%31%47%14%47%29%-%-%31%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

164--645-63133-26NET: High
34%70%58%-%-%70%100%63%-%70%86%100%86%53%-%100%70%

-----------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The price of the postal services provided by QV4b Other (2nd) in the last 12 months (QOP495. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate QV4b Other (2nd) on each of
the following aspects:)
Base: All of the respondents who use QV4b Other (2nd) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
-25274-777777--467Unweighted total
-28494-999999--589Weighted total

------------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*2-3--333333--233Neither low nor high
-%26%31%-%30%-%-%30%30%30%30%30%30%-%-%47%35%30%

-12441-444444--124Quite high
-%74%31%100%38%29%-%38%38%38%38%38%38%-%-%24%29%38%

--3-33-333333--133Very high
-%-%38%-%31%71%-%31%31%31%31%31%31%-%-%29%36%31%

Don't Know (DO NOT READ
------------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-15464-666666--356NET: High
-%74%69%100%70%100%-%70%70%70%70%70%70%-%-%53%65%70%

------------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The price of the postal services provided by QV4b Other (2nd) in the last 12 months (QOP495. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate QV4b Other (2nd) on each of
the following aspects:)
Base: All of the respondents who use QV4b Other (2nd) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
5261-6-7344-37Unweighted total
5481-8-9364-59Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

3-3--3-3-33--3Neither low nor high
51%-%35%-%-%35%-%30%-%44%66%-%-%30%

1221-4-412--44Quite high
22%62%29%100%-%44%-%38%42%37%-%-%71%38%

113--2-3211-13Very high
26%38%36%-%-%21%-%31%58%19%34%-%29%31%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

3451-5-6341-56NET: High
49%100%65%100%-%65%-%70%100%56%34%-%100%70%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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The price of the postal services provided by QV4b Other (2nd) in the last 12 months (QOP495. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate QV4b Other (2nd) on each of
the following aspects:)
Base: All of the respondents who use QV4b Other (2nd) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthother main provider

DecNovOctJunDissatisfiedSatisfiedTOTAL

*c*b*a*a*b*aSignificance Level: 95%
2212157Unweighted total
4311259Weighted total

-------Very low
-%-%-%-%-%-%-%

-------Quite low
-%-%-%-%-%-%-%

-3---33Neither low nor high
-%100%-%-%-%51%30%

2--1214Quite high
62%-%-%86%100%22%38%

1-1*-13Very high
38%-%100%14%-%26%31%

Don't Know (DO NOT READ
-------OUT)
-%-%-%-%-%-%-%

4-11236NET: High
100%-%100%100%100%49%70%

-------NET: Low
-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c

Ofcom; Business Postal Tracker
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The price of the postal services provided by QV4b Other (2nd) in the last 12 months (QOP495. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate QV4b Other (2nd) on each of
the following aspects:)
Base: All of the respondents who use QV4b Other (2nd) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



QV4b OtherQV4b OtherQV4a OtherQV4a OtherTNT PostTNTPitneyDXFedExHermesParcelforceYodelUPSUK MailTNTDHL
(2nd)(1st)(3rd)(1st)UKExpressBowes

*p*o*n*m*l*k*j*i*hgf*ed*c*baSignificance Level: 95%
72616274152732551335112535Unweighted total
927*6263112645481132121738Weighted total

---------42-21-3Very low
-%-%-%-%-%-%-%-%-%10%3%-%7%13%-%7%

-3---*-*4-5*2-13Quite low
-%12%-%-%-%3%-%2%14%-%9%2%7%-%3%7%

36--23229415452913Neither low nor high
30%23%-%-%90%44%83%19%35%10%30%36%17%14%51%33%

gg

49-3*3*1618153137412Quite high
38%34%-%49%10%53%7%10%22%41%32%27%40%58%24%31%

36----*58181248236Very high
31%21%-%-%-%-%10%46%29%40%24%35%26%14%20%16%

a

Don't Know (DO NOT READ
-3*3---2--*-1**3OUT)
-%10%100%51%-%-%-%23%-%-%1%-%2%2%2%7%

615-3*3*61336277218718NET: High
70%55%-%49%10%53%17%56%51%80%56%62%66%72%44%47%

af

-3---*-*446*5115NET: Low
-%12%-%-%-%3%-%2%14%10%13%2%15%13%3%14%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m,n,o,p

Ofcom; Business Postal Tracker
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QOP4. SUMMARY. QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate [QV5C] on each of the following aspects:
The price of the postal services provided by [QV5C] in the last 12 months
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
2822361473222135Unweighted total
371*14*7122153238Weighted total

*----*-------*Very dissatisfied
1%-%-%-%-%100%-%-%-%-%-%-%-%1%

--------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
31--1------2-4dissatisfied
8%100%-%-%32%-%-%-%-%-%-%53%-%9%

20-**3-572-2-221Fairly satisfied
56%-%100%44%62%-%68%58%100%-%50%-%100%55%

11--1*-25-1-1-11Very satisfied
29%-%-%56%5%-%32%42%-%100%-%47%-%29%

Don't Know (DO NOT READ
2---------2--2OUT)
6%-%-%-%-%-%-%-%-%-%50%-%-%6%

31-*13-7122121232NET: Satisfied
85%-%100%100%68%-%100%100%100%100%50%47%100%84%

*----*-------*NET: Dissatisfied
1%-%-%-%-%100%-%-%-%-%-%-%-%1%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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DHL (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use DHL and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
2114144372115-71-10135Unweighted total
211721113620-81-8138Weighted total

-**--*------*-*Very dissatisfied
-%1%9%-%-%20%-%-%-%-%-%-%3%-%1%

---------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
13*-**32-2--*-4dissatisfied
4%17%12%-%33%11%9%8%-%21%-%-%4%-%9%

1471***2013-4--4-21Fairly satisfied
66%40%41%49%33%39%56%65%-%47%-%-%57%-%55%

651***103-31-3111Very satisfied
30%28%38%51%33%30%29%15%-%32%100%-%36%100%29%

Don't Know (DO NOT READ
-2----22------2OUT)
-%14%-%-%-%-%7%12%-%-%-%-%-%-%6%

201221*13016-61-7132NET: Satisfied
96%69%79%100%67%68%84%80%-%79%100%-%94%100%84%

-**--*------*-*NET: Dissatisfied
-%1%9%-%-%20%-%-%-%-%-%-%3%-%1%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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DHL (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use DHL and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
-315591216163161941021035Unweighted total
-1*5482012234122711421638Weighted total

----*--*--*--*--*Very dissatisfied
-%-%-%-%5%-%-%2%-%-%2%-%-%1%-%-%1%

-----------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
--***-313-13*-214dissatisfied
-%-%100%3%3%-%14%6%13%-%6%11%45%-%100%7%9%

-*-*45123144318*7-921Fairly satisfied
-%38%-%2%92%63%59%27%61%100%27%67%28%54%-%54%55%

-*-3-3556-56*4-611Very satisfied
-%62%-%50%-%37%26%45%26%-%45%22%28%28%-%39%29%

Don't Know (DO NOT READ
---2---2--2--2--2OUT)
-%-%-%45%-%-%-%20%-%-%20%-%-%17%-%-%6%

-1-348178204824*11-1532NET: Satisfied
-%100%-%52%92%100%86%72%87%100%72%89%55%82%-%93%84%

----*--*--*--*--*NET: Dissatisfied
-%-%-%-%5%-%-%2%-%-%2%-%-%1%-%-%1%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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DHL (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use DHL and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cb*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
134-1916132222731935Unweighted total
*38-211811273*712438Weighted total

*--*-*--*---*Very dissatisfied
100%-%-%1%-%2%-%-%52%-%-%-%1%

-------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
-4-3**3*-**34dissatisfied
-%9%-%15%3%2%12%7%-%7%21%12%9%

-21-1011417--1*1621Fairly satisfied
-%55%-%50%60%34%64%-%-%21%79%64%55%

-11-74742*3-611Very satisfied
-%29%-%33%24%62%15%93%48%37%-%25%29%

Don't Know (DO NOT READ
-2--2-2--2--2OUT)
-%6%-%-%13%-%9%-%-%35%-%-%6%

-32-171511212*4*2232NET: Satisfied
-%84%-%84%84%96%79%93%48%58%79%88%84%

*--*-*--*---*NET: Dissatisfied
100%-%-%1%-%2%-%-%52%-%-%-%1%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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DHL (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use DHL and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*cb*a*c*b*a*g*f*edc*ba*c*b*aSignificance Level: 95%
10342414-1923131130342934942235Unweighted total

6382515-20201112293628361172138Weighted total

***--***-****--**Very dissatisfied
3%1%1%-%-%1%1%2%-%1%1%1%1%-%-%1%1%

-----------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
1432-21214424*-34dissatisfied

23%10%14%11%-%10%4%17%5%13%10%9%10%4%-%15%9%

121109-8133411191419241521Fairly satisfied
12%54%40%61%-%41%66%24%33%40%52%50%52%14%61%73%55%

21194-7645111191163211Very satisfied
26%30%35%28%-%35%30%36%43%39%31%32%31%59%39%11%29%

Don't Know (DO NOT READ
222--2-2222222--2OUT)

36%6%10%-%-%12%-%21%19%8%7%9%7%22%-%-%6%

2321914-15197923302330871832NET: Satisfied
37%84%75%89%-%77%95%60%75%79%83%82%83%73%100%84%84%

***--***-****--**NET: Dissatisfied
3%1%1%-%-%1%1%2%-%1%1%1%1%-%-%1%1%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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DHL (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use DHL and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*cb*a*fedcbac*b*a*b*aSignificance Level: 95%
1268153225-353335333532-2232735Unweighted total
12612113627-383738373838-*243238Weighted total

--****-*****-----*Very dissatisfied
-%-%2%2%1%1%-%1%1%1%1%1%-%-%-%-%-%1%

------------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
-31243-444444--234dissatisfied
-%12%6%19%10%11%-%9%10%9%10%9%10%-%-%8%10%9%

111882116-212121212121-*131821Fairly satisfied
100%45%72%75%59%58%-%55%56%55%57%55%55%-%37%53%55%55%

-92*96-111011101111-*7911Very satisfied
-%34%21%4%24%21%-%29%27%29%26%29%29%-%63%29%27%29%

Don't Know (DO NOT READ
-2--22-222222--222OUT)
-%9%-%-%7%9%-%6%6%6%6%6%6%-%-%10%7%6%

1201182922-323032313232-*202732NET: Satisfied
100%79%93%80%83%79%-%84%83%84%83%84%84%-%100%82%83%84%

--****-*****-----*NET: Dissatisfied
-%-%2%2%1%1%-%1%1%1%1%1%-%-%-%-%-%1%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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DHL (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use DHL and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

b*a*b*a*b*a*ba*b*a*c*b*aSignificance Level: 95%
305201452313410251921335Unweighted total
3361919624*38122621*1538Weighted total

-*-----*-*--**Very dissatisfied
-%4%-%-%-%-%-%1%-%1%-%-%1%1%

--------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
3**3-*-4-42-24dissatisfied

10%8%1%18%-%1%-%9%-%14%9%-%12%9%

192138115-214178*1321Fairly satisfied
57%42%66%44%22%63%-%55%30%66%39%63%85%55%

11*6529*11939**11Very satisfied
34%3%33%26%40%36%100%29%70%10%41%37%1%29%

Don't Know (DO NOT READ
-2-22--2-22--2OUT)
-%42%-%13%38%-%-%6%-%9%11%-%-%6%

3031913424*32122017*1332NET: Satisfied
90%46%99%70%62%99%100%84%100%76%80%100%87%84%

-*-----*-*--**NET: Dissatisfied
-%4%-%-%-%-%-%1%-%1%-%-%1%1%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
Table 181  (continuation)                                                                                                                                                                      Page 1618

DHL (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use DHL and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthMonthother main provider

DecNovOctJunMayAprMarFebJanDissatisfiedSatisfiedTOTAL

*c*b*a*c*b*a*c*b*a*b*aSignificance Level: 95%
34231458512735Unweighted total
454421410523038Weighted total

-----*-----*Very dissatisfied
-%-%-%-%-%21%-%-%-%-%-%1%

------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
---12--1*-34dissatisfied
-%-%-%33%100%-%-%7%2%-%11%9%

43-2-*37321621Fairly satisfied
94%55%-%67%-%33%62%67%50%100%52%55%

*21--*233-1111Very satisfied
6%45%38%-%-%46%38%26%48%-%37%29%

Don't Know (DO NOT READ
--2--------2OUT)
-%-%62%-%-%-%-%-%-%-%-%6%

4512-149522732NET: Satisfied
100%100%38%67%-%79%100%93%98%100%89%84%

-----*-----*NET: Dissatisfied
-%-%-%-%-%21%-%-%-%-%-%1%

Columns Tested: a,b - a,b,c - a,b,c - a,b,c

Ofcom; Business Postal Tracker
Table 181  (continuation)                                                                                                                                                                      Page 1619

DHL (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use DHL and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
1942-143223-2225Unweighted total
1511-115312-*217Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

**------*----1Fairly dissatisfied
1%41%-%-%-%-%-%-%16%-%-%-%-%4%

Neither satisfied nor
3*---*2--*---3dissatisfied

19%9%-%-%-%46%45%-%-%11%-%-%-%18%

6**-1***11-*27Fairly satisfied
41%41%80%-%100%27%3%7%84%77%-%100%89%42%

6**--*33-*--*6Very satisfied
39%9%20%-%-%27%51%93%-%11%-%-%11%36%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1211-1*3311-*213NET: Satisfied
80%50%100%-%100%54%55%100%84%89%-%100%100%78%

**------*----1NET: Dissatisfied
1%41%-%-%-%-%-%-%16%-%-%-%-%4%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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TNT (use only if no distinction made between ‘TNT Express’ & 'TNT Post UK')  (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are
you with the overall service you receive from ...?)
Base: All of the respondents who use TNT and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
101515249107142-9125Unweighted total

883*12143153-2117Weighted total

---------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1-*--***----*-1Fairly dissatisfied
8%-%9%-%-%14%3%6%-%-%-%-%23%-%4%

Neither satisfied nor
311-**23-*--*-3dissatisfied

29%6%24%-%55%18%17%79%-%4%-%-%5%-%18%

251*-16*12*-117Fairly satisfied
25%59%36%100%-%36%43%5%100%37%7%-%48%100%42%

331-*15*-33-*-6Very satisfied
37%35%31%-%45%32%37%9%-%59%93%-%24%-%36%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

582**112*143-1113NET: Satisfied
62%94%67%100%45%68%80%14%100%96%100%-%71%100%78%

1-*--***----*-1NET: Dissatisfied
8%-%9%-%-%14%3%6%-%-%-%-%23%-%4%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
Table 182  (continuation)                                                                                                                                                                      Page 1621

TNT (use only if no distinction made between ‘TNT Express’ & 'TNT Post UK')  (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are
you with the overall service you receive from ...?)
Base: All of the respondents who use TNT and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
-2416381681169661525Unweighted total
-*1*2112115111612*817Weighted total

-----------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----**-**-**-*--1Fairly dissatisfied
-%-%-%-%11%57%-%4%5%-%4%4%-%30%-%-%4%

Neither satisfied nor
-*-***23*-3***--3dissatisfied
-%50%-%100%6%20%19%26%3%-%26%3%30%21%-%-%18%

--1-1*514116*1*37Fairly satisfied
-%-%80%-%72%22%38%13%90%100%13%92%18%42%100%35%42%

-**-*-56*-6***-56Very satisfied
-%50%20%-%11%-%43%56%2%-%56%2%52%7%-%65%36%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*1-2*108518611*813NET: Satisfied
-%50%100%-%83%22%81%69%92%100%69%94%70%49%100%100%78%

----**-**-**-*--1NET: Dissatisfied
-%-%-%-%11%57%-%4%5%-%4%4%-%30%-%-%4%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
Table 182  (continuation)                                                                                                                                                                      Page 1622

TNT (use only if no distinction made between ‘TNT Express’ & 'TNT Post UK')  (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are
you with the overall service you receive from ...?)
Base: All of the respondents who use TNT and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
322-1312817-2481125Unweighted total
116-107611-*17917Weighted total

-------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

**-****--*-*1Fairly dissatisfied
54%1%-%5%3%7%2%-%-%55%-%2%4%

Neither satisfied nor
-3-3*3*---3*3dissatisfied
-%19%-%27%5%42%3%-%-%-%43%2%18%

*7-44*7-**167Fairly satisfied
23%43%-%37%48%6%64%-%50%20%16%62%42%

*6-3333-**336Very satisfied
23%37%-%31%44%45%31%-%50%25%41%34%36%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

*13-77310-**4913NET: Satisfied
46%80%-%68%92%51%95%-%100%45%57%96%78%

**-****--*-*1NET: Dissatisfied
54%1%-%5%3%7%2%-%-%55%-%2%4%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
Table 182  (continuation)                                                                                                                                                                      Page 1623

TNT (use only if no distinction made between ‘TNT Express’ & 'TNT Post UK')  (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are
you with the overall service you receive from ...?)
Base: All of the respondents who use TNT and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
823146-191913918221722761225Unweighted total
21494-131376101151165617Weighted total

-----------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*1*--1-***1*1*-*1Fairly dissatisfied
29%5%5%-%-%5%-%7%4%5%6%9%6%4%-%7%4%

Neither satisfied nor
*33--33**3313*3*3dissatisfied

18%21%34%-%-%24%23%6%3%30%26%11%26%3%57%4%18%

1724-373537473227Fairly satisfied
33%49%23%95%-%24%53%44%89%29%62%69%62%46%41%38%42%

*33*-633*31113*36Very satisfied
19%25%38%5%-%47%24%43%5%36%5%11%5%47%2%50%36%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

11054-91066684862613NET: Satisfied
53%74%61%100%-%71%77%87%94%66%67%80%67%94%43%88%78%

*1*--1-***1*1*-*1NET: Dissatisfied
29%5%5%-%-%5%-%7%4%5%6%9%6%4%-%7%4%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
Table 182  (continuation)                                                                                                                                                                      Page 1624

TNT (use only if no distinction made between ‘TNT Express’ & 'TNT Post UK')  (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are
you with the overall service you receive from ...?)
Base: All of the respondents who use TNT and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
4138102417-242024222419-2171525Unweighted total
27821410-171314131416-*13717Weighted total

------------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-***11-11111*--**1Fairly dissatisfied
-%3%6%21%5%7%-%4%6%5%5%5%1%-%-%2%3%4%

Neither satisfied nor
**3*3*-333333-*313dissatisfied
9%1%35%13%21%3%-%18%21%21%23%21%17%-%51%21%9%18%

242176-767677-*737Fairly satisfied
86%49%24%45%50%56%-%41%45%50%46%50%43%-%49%53%42%42%

*33*33-633336--336Very satisfied
6%46%35%21%24%34%-%37%28%24%25%24%38%-%-%24%47%36%

Don't Know (DO NOT READ
------------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2752119-1391191113-*10613NET: Satisfied
91%95%59%67%74%90%-%78%73%74%71%74%81%-%49%77%88%78%

-***11-11111*--**1NET: Dissatisfied
-%3%6%21%5%7%-%4%6%5%5%5%1%-%-%2%3%4%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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TNT (use only if no distinction made between ‘TNT Express’ & 'TNT Post UK')  (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are
you with the overall service you receive from ...?)
Base: All of the respondents who use TNT and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
178166-16-25520133925Unweighted total
134133-15-17413511217Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1--*-*-1-1**-1Fairly dissatisfied
5%-%-%6%-%1%-%4%-%6%5%57%-%4%

Neither satisfied nor
*3*3-3-3-3**23dissatisfied
2%76%4%75%-%18%-%18%-%24%10%21%21%18%

7*6*-6-7163*47Fairly satisfied
50%10%51%13%-%41%-%42%31%46%71%22%32%42%

6*6*-6-6331-56Very satisfied
42%13%45%6%-%40%-%36%69%25%15%-%48%36%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

121121-12-13494*913NET: Satisfied
93%24%96%19%-%80%-%78%100%70%86%22%79%78%

1--*-*-1-1**-1NET: Dissatisfied
5%-%-%6%-%1%-%4%-%6%5%57%-%4%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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TNT (use only if no distinction made between ‘TNT Express’ & 'TNT Post UK')  (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are
you with the overall service you receive from ...?)
Base: All of the respondents who use TNT and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthother main provider

JunMayAprMarFebJanDissatisfiedSatisfiedTOTAL

*c*b*a*c*b*a*b*aSignificance Level: 95%
641356-2025Unweighted total
37*115-1417Weighted total

---------Very dissatisfied
-%-%-%-%-%-%-%-%-%

*---*--11Fairly dissatisfied
6%-%-%-%43%-%-%5%4%

Neither satisfied nor
----*3-33dissatisfied
-%-%-%-%16%62%-%19%18%

31*1*2-47Fairly satisfied
88%18%100%79%31%36%-%32%42%

*6-***-66Very satisfied
6%82%-%21%10%2%-%44%36%

Don't Know (DO NOT READ
---------OUT)
-%-%-%-%-%-%-%-%-%

37*1*2-1113NET: Satisfied
94%100%100%100%41%38%-%76%78%

*---*--11NET: Dissatisfied
6%-%-%-%43%-%-%5%4%

Columns Tested: a,b - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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TNT (use only if no distinction made between ‘TNT Express’ & 'TNT Post UK')  (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are
you with the overall service you receive from ...?)
Base: All of the respondents who use TNT and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
101--21121--3-11Unweighted total
11*--*2*31--5-12Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
3------*1--1-3dissatisfied

27%-%-%-%-%-%-%13%100%-%-%31%-%26%

6*--*2*2---2-7Fairly satisfied
56%100%-%-%50%100%100%87%-%-%-%35%-%58%

2---*------2-2Very satisfied
17%-%-%-%50%-%-%-%-%-%-%35%-%16%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

8*--*2*2---3-9NET: Satisfied
73%100%-%-%100%100%100%87%-%-%-%69%-%74%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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UK Mail (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use UK Mail and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
7441-371-5--5-11Unweighted total
651*-1101-8--2-12Weighted total

---------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
*3*--*31----2-3dissatisfied
6%51%31%-%-%38%26%100%-%-%-%-%63%-%26%

431*-*6--6--1-7Fairly satisfied
65%49%50%100%-%38%59%-%-%79%-%-%28%-%58%

2-*--*2--2--*-2Very satisfied
29%-%19%-%-%24%16%-%-%21%-%-%9%-%16%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

631*-18--8--1-9NET: Satisfied
94%49%69%100%-%62%74%-%-%100%-%-%37%-%74%

---------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
Table 183  (continuation)                                                                                                                                                                      Page 1629

UK Mail (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use UK Mail and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
-11-11574-7412-311Unweighted total
-**-2*675-75*1-412Weighted total

-----------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
------312-12---33dissatisfied
-%-%-%-%-%-%48%22%32%-%22%32%-%-%-%62%26%

--*--*352-52*1-27Fairly satisfied
-%-%100%-%-%100%52%75%34%-%75%34%100%100%-%38%58%

-*--2--*2-*2----2Very satisfied
-%100%-%-%100%-%-%3%34%-%3%34%-%-%-%-%16%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-**-2*353-53*1-29NET: Satisfied
-%100%100%-%100%100%52%78%68%-%78%68%100%100%-%38%74%

-----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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UK Mail (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use UK Mail and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
110-6565221-611Unweighted total
*11-666632*-712Weighted total

-------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
-3-2121----33dissatisfied
-%27%-%31%21%31%21%-%-%-%-%46%26%

*6-434332*-27Fairly satisfied
100%56%-%69%46%69%46%100%100%100%-%25%58%

-2--2-2----22Very satisfied
-%17%-%-%33%-%33%-%-%-%-%28%16%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

*8-444432*-49NET: Satisfied
100%73%-%69%79%69%79%100%100%100%-%54%74%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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UK Mail (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use UK Mail and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
499-1105831187753311Unweighted total
51111-*1141021297773112Weighted total

-----------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
-33--323-331311*3dissatisfied
-%25%24%-%-%27%47%32%-%26%31%17%39%17%44%34%26%

567--7*5*74426**7Fairly satisfied
100%58%61%-%-%59%6%51%11%58%47%56%34%83%7%45%58%

-22-*22222222-2*2Very satisfied
-%17%15%-%100%14%48%17%89%16%22%26%27%-%49%21%16%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

588-*826296646219NET: Satisfied
100%75%76%-%100%73%53%68%100%74%69%83%61%83%56%66%74%

-----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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UK Mail (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use UK Mail and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
-566119-11111111119-16711Unweighted total
-573128-121212121211-*71012Weighted total

------------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
-21233-333333--333dissatisfied
-%31%23%59%26%40%-%26%26%26%26%26%28%-%-%38%26%26%

-25173-777776-*467Fairly satisfied
-%37%74%34%58%35%-%58%58%58%58%58%55%-%100%59%58%58%

-2**22-222222--*22Very satisfied
-%32%3%7%16%25%-%16%16%16%16%16%17%-%-%3%16%16%

Don't Know (DO NOT READ
------------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-45195-999998-*489NET: Satisfied
-%69%77%41%74%60%-%74%74%74%74%74%72%-%100%62%74%74%

------------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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UK Mail (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use UK Mail and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
9291-8-113852311Unweighted total

111101-8-1221062212Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
3*21-*-3-33--3dissatisfied

24%62%18%100%-%4%-%26%-%32%54%-%-%26%

6*6--6-7*63*27Fairly satisfied
59%38%63%-%-%74%-%58%11%68%46%22%90%58%

2-2--2-22--2*2Very satisfied
17%-%19%-%-%22%-%16%89%-%-%78%10%16%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

8*8--8-9263229NET: Satisfied
76%38%82%-%-%96%-%74%100%68%46%100%100%74%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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UK Mail (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use UK Mail and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthMonthother main provider

DecNovOctJunMayAprFebDissatisfiedSatisfiedTOTAL

*c*b*a*c*b*a*a*b*aSignificance Level: 95%
1211411-1011Unweighted total
*4**52*-1112Weighted total

----------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%

----------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
-1*-1---33dissatisfied
-%38%100%-%26%-%-%-%24%26%

*2-*22*-77Fairly satisfied
100%62%-%100%35%100%100%-%60%58%

----2---22Very satisfied
-%-%-%-%40%-%-%-%17%16%

Don't Know (DO NOT READ
----------OUT)
-%-%-%-%-%-%-%-%-%-%

*2-*42*-99NET: Satisfied
100%62%-%100%74%100%100%-%76%74%

----------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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UK Mail (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use UK Mail and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
2235542151323135Unweighted total
2712232210*432232Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
4-*-1--2-----4dissatisfied

14%-%13%-%49%-%-%25%-%-%-%-%-%12%

81*1*--5-1-2-10Fairly satisfied
29%69%29%39%8%-%-%49%-%33%-%83%-%32%

15*111223*23*218Very satisfied
57%31%58%61%44%100%100%27%100%67%100%17%100%56%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

231121227*432228NET: Satisfied
86%100%87%100%51%100%100%75%100%100%100%100%100%88%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
Table 184                                                                                                                                                                                      Page 1636

UPS (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use UPS and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
221310424254-191-10-35Unweighted total
191321*1304-19*-9-32Weighted total

---------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
22*-**4--1--3-4dissatisfied
8%18%23%-%51%38%12%-%-%7%-%-%30%-%12%

91**--103-6*-1-10Fairly satisfied
46%11%13%28%-%-%33%80%-%33%100%-%8%-%32%

9911**171-12--6-18Very satisfied
46%71%64%72%49%62%56%20%-%61%-%-%62%-%56%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

171111**274-18*-6-28NET: Satisfied
92%82%77%100%49%62%88%100%-%93%100%-%70%-%88%

---------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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UPS (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use UPS and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
-3353911269-2693641335Unweighted total
-12456142210-22101631632Weighted total

-----------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
--*12*-4--4-**-44dissatisfied
-%-%7%31%49%2%-%18%-%-%18%-%56%2%-%22%12%

--*2-3591-91*5*110Fairly satisfied
-%-%14%54%-%46%35%42%9%-%42%9%44%91%13%8%32%

-11133999-99-*31118Very satisfied
-%100%79%14%51%52%65%40%91%-%40%91%-%7%87%69%56%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-11336141810-1810*631328NET: Satisfied
-%100%93%69%51%98%100%82%100%-%82%100%44%98%100%78%88%

-----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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UPS (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use UPS and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cb*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
233-2213152074741235Unweighted total
131-2310171553841232Weighted total

-------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
-4-3131*-4--4dissatisfied
-%13%-%12%13%16%9%5%-%44%-%-%12%

*10-91642**3410Fairly satisfied
74%31%-%40%12%33%30%47%8%6%88%32%32%

*18-11799234*818Very satisfied
26%57%-%48%75%51%62%48%92%50%12%68%56%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

127-208141453541228NET: Satisfied
100%87%-%88%87%84%91%95%100%56%100%100%88%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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UPS (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use UPS and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*cb*a*c*b*a*g*f*ed*c*b*a*c*b*aSignificance Level: 95%
1530245-29212214322920291771135Unweighted total

826224-2821229312314231381132Weighted total

-----------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
24*--434*444412*4dissatisfied

20%16%1%-%-%14%13%18%3%13%17%29%17%10%28%3%12%

1861-9673964633510Fairly satisfied
14%32%28%23%-%33%30%30%33%30%25%26%25%20%36%41%32%

513153-1512116181361393618Very satisfied
66%53%71%77%-%53%57%52%64%57%58%45%58%69%35%56%56%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

722214-2418189271910191161128NET: Satisfied
80%84%99%100%-%86%87%82%97%87%83%71%83%90%72%97%88%

-----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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UPS (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use UPS and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*cb*a*fedcba*c*b*a*b*aSignificance Level: 95%
2258153326-353534323427-3202335Unweighted total
1257132922-323232303229-2142132Weighted total

------------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
*4*141-444444-*4*4dissatisfied

20%15%2%12%14%7%-%12%12%13%14%13%13%-%7%29%1%12%

*735105-10101010109-*3810Fairly satisfied
80%28%40%41%35%22%-%32%32%32%33%32%30%-%14%21%36%32%

-14461516-181818161817-171318Very satisfied
-%57%57%47%52%71%-%56%56%55%54%55%57%-%79%51%63%56%

Don't Know (DO NOT READ
------------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*217112520-282828262825-1102128NET: Satisfied
80%85%98%88%86%93%-%88%88%87%86%87%87%-%93%71%99%88%

------------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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UPS (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use UPS and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*ba*b*a*c*b*aSignificance Level: 95%
27824922523313221751235Unweighted total
239221042413116171551032Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
13*4-4-44**214dissatisfied
6%28%1%38%-%16%-%13%23%2%1%46%15%12%

7382-8*10382*510Fairly satisfied
31%34%37%17%-%34%72%31%17%45%16%9%51%32%

153134412*1899122318Very satisfied
63%38%62%45%100%50%28%57%60%52%83%45%34%56%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2262164201271216153828NET: Satisfied
94%72%99%62%100%84%100%87%77%98%99%54%85%88%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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UPS (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use UPS and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthMonthother main provider

DecNovOctJunMayAprMarFebJanDissatisfiedSatisfiedTOTAL

*c*b*a*c*b*a*c*b*a*baSignificance Level: 95%
63151149523035Unweighted total
84*32*57452732Weighted total

------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%

------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
**-1--2*-214dissatisfied
1%3%-%44%-%-%51%2%-%50%5%12%

21-12-**32710Fairly satisfied
31%33%-%40%100%-%10%7%78%50%28%32%

52**-*271-1818Very satisfied
67%64%100%16%-%100%39%91%22%-%67%56%

Don't Know (DO NOT READ
------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%

74*22*27422528NET: Satisfied
99%97%100%56%100%100%49%98%100%50%95%88%

------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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UPS (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use UPS and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
8113111112--113Unweighted total
9**11*22*1--111Weighted total

*----*-------*Very dissatisfied
2%-%-%-%-%100%-%-%-%-%-%-%-%2%

1---1--------1Fairly dissatisfied
13%-%-%-%100%-%-%-%-%-%-%-%-%11%

Neither satisfied nor
1-----------11dissatisfied

16%-%-%-%-%-%-%-%-%-%-%-%100%13%

3**1---2**---4Fairly satisfied
29%100%100%65%-%-%-%100%100%12%-%-%-%37%

4--*--2--1---4Very satisfied
39%-%-%35%-%-%100%-%-%88%-%-%-%37%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

6**1--22*1---8NET: Satisfied
69%100%100%100%-%-%100%100%100%100%-%-%-%74%

1---1*-------1NET: Dissatisfied
15%-%-%-%100%100%-%-%-%-%-%-%-%13%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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Yodel (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use Yodel and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
764--493-71-1113Unweighted total
831--1104-6*-**11Weighted total

-**--*---*----*Very dissatisfied
-%6%30%-%-%30%-%-%-%3%-%-%-%-%2%

-1----1--1----1Fairly dissatisfied
-%36%-%-%-%-%12%-%-%22%-%-%-%-%11%

Neither satisfied nor
1-----11------1dissatisfied

19%-%-%-%-%-%14%35%-%-%-%-%-%-%13%

4**--*43-1--**4Fairly satisfied
50%8%70%-%-%70%35%65%-%12%-%-%100%100%37%

22----4--4*---4Very satisfied
31%50%-%-%-%-%39%-%-%63%100%-%-%-%37%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

62*--*83-4*-**8NET: Satisfied
81%58%70%-%-%70%74%65%-%75%100%-%100%100%74%

-1*--*1--1----1NET: Dissatisfied
-%42%30%-%-%30%12%-%-%25%-%-%-%-%13%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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Yodel (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use Yodel and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
--13-2676-76--2813Unweighted total
--*2-3556-56--1811Weighted total

---*----*--*--*-*Very dissatisfied
-%-%-%12%-%-%-%-%3%-%-%3%-%-%30%-%2%

------11--1----11Fairly dissatisfied
-%-%-%-%-%-%23%26%-%-%26%-%-%-%-%16%11%

Neither satisfied nor
-------1--1----11dissatisfied
-%-%-%-%-%-%-%30%-%-%30%-%-%-%-%19%13%

--**-3113-13--*34Fairly satisfied
-%-%100%11%-%100%24%18%52%-%18%52%-%-%70%43%37%

---1--313-13---24Very satisfied
-%-%-%78%-%-%53%26%45%-%26%45%-%-%-%22%37%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--*1-3426-26--*58NET: Satisfied
-%-%100%88%-%100%77%44%97%-%44%97%-%-%70%65%74%

---*--11*-1*--*11NET: Dissatisfied
-%-%-%12%-%-%23%26%3%-%26%3%-%-%30%16%13%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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Yodel (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use Yodel and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
-13-765811-4713Unweighted total
-11-5638**-3811Weighted total

-*--*-*----**Very dissatisfied
-%2%-%-%3%-%2%-%-%-%-%2%2%

-1--1-1---1-1Fairly dissatisfied
-%11%-%-%21%-%15%-%-%-%40%-%11%

Neither satisfied nor
-1-1-1-----11dissatisfied
-%13%-%29%-%55%-%-%-%-%-%19%13%

-4-4*13**-134Fairly satisfied
-%37%-%71%7%45%34%100%100%-%20%42%37%

-4--4-4---134Very satisfied
-%37%-%-%69%-%49%-%-%-%40%37%37%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-8-4517**-268NET: Satisfied
-%74%-%71%76%45%83%100%100%-%60%78%74%

-1--1-1---1*1NET: Dissatisfied
-%13%-%-%24%-%17%-%-%-%40%2%13%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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Yodel (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use Yodel and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
31184-978611129861613Unweighted total
3993-87731011857*411Weighted total

-*-*--*-*-***--**Very dissatisfied
-%2%-%5%-%-%3%-%6%-%2%2%3%-%-%5%2%

111--111-11111--1Fairly dissatisfied
48%13%14%-%-%16%18%17%-%12%12%16%23%18%-%-%11%

Neither satisfied nor
--1--1-1-111-1--1dissatisfied
-%-%16%-%-%19%-%20%-%14%14%19%-%21%-%-%13%

*433-131344141*34Fairly satisfied
4%40%38%81%-%17%39%12%94%35%34%9%65%8%100%84%37%

143*-434-444*4-*4Very satisfied
49%44%32%14%-%47%41%50%-%39%38%53%9%53%-%12%37%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1863-564388544*48NET: Satisfied
52%84%70%95%-%65%80%62%94%74%73%62%74%60%100%95%74%

111*-111*11111-*1NET: Dissatisfied
48%16%14%5%-%16%20%17%6%12%13%19%26%18%-%5%13%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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Yodel (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use Yodel and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
-103-138-131113121311-18913Unweighted total
-74-117-1191191111-*5811Weighted total

-*--**-******--***Very dissatisfied
-%3%-%-%2%3%-%2%2%2%2%2%2%-%-%3%2%2%

-1--11-111111---11Fairly dissatisfied
-%17%-%-%11%18%-%11%14%11%14%11%12%-%-%-%16%11%

Neither satisfied nor
-1--11-111111----1dissatisfied
-%20%-%-%13%22%-%13%17%13%17%13%14%-%-%-%-%13%

-22-41-424244-*334Fairly satisfied
-%22%66%-%37%14%-%37%18%37%20%37%34%-%100%65%45%37%

-31-43-444444--234Very satisfied
-%38%34%-%37%42%-%37%48%37%47%37%39%-%-%32%37%37%

Don't Know (DO NOT READ
------------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-44-84-868688-*568NET: Satisfied
-%61%100%-%74%57%-%74%66%74%67%74%73%-%100%97%82%74%

-1--11-111111--*11NET: Dissatisfied
-%19%-%-%13%21%-%13%17%13%16%13%13%-%-%3%18%13%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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Yodel (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use Yodel and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
85103111-135882313Unweighted total
925627-11659*211Weighted total

-**--*-*-*-*-*Very dissatisfied
-%8%4%-%-%3%-%2%-%4%-%52%-%2%

1-1----11-1--1Fairly dissatisfied
14%-%24%-%-%-%-%11%19%-%14%-%-%11%

Neither satisfied nor
-11--1-11---11dissatisfied
-%62%29%-%-%20%-%13%23%-%-%-%74%13%

312222-4323*14Fairly satisfied
39%30%34%39%100%23%-%37%39%34%39%48%26%37%

4-*4-4-4134--4Very satisfied
47%-%9%61%-%55%-%37%19%62%47%-%-%37%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

712626-8447*18NET: Satisfied
86%30%43%100%100%78%-%74%58%96%86%48%26%74%

1*1--*-11*1*-1NET: Dissatisfied
14%8%28%-%-%3%-%13%19%4%14%52%-%13%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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Yodel (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use Yodel and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthMonthother main provider

DecOctJunAprMarFebDissatisfiedSatisfiedTOTAL

*b*a*b*a*b*a*b*aSignificance Level: 95%
23221321013Unweighted total
5311*22911Weighted total

-*----*-*Very dissatisfied
-%7%-%-%-%-%11%-%2%

-1-----11Fairly dissatisfied
-%43%-%-%-%-%-%14%11%

Neither satisfied nor
-1----1-1dissatisfied
-%51%-%-%-%-%89%-%13%

2-11-*-44Fairly satisfied
50%-%100%100%-%22%-%41%37%

2---*1-44Very satisfied
50%-%-%-%100%78%-%45%37%

Don't Know (DO NOT READ
---------OUT)
-%-%-%-%-%-%-%-%-%

5-11*2-88NET: Satisfied
100%-%100%100%100%100%-%86%74%

-1----*11NET: Dissatisfied
-%49%-%-%-%-%11%14%13%

Columns Tested: a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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Yodel (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use Yodel and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
295111037232531355Unweighted total
39244310551531548Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

5------2--3--5Fairly dissatisfied
13%-%-%-%-%-%-%48%-%-%83%-%-%10%

Neither satisfied nor
3**-----1---24dissatisfied
7%30%11%-%-%-%-%-%84%-%-%-%34%8%

15*1326---2*1218Fairly satisfied
38%7%17%60%91%66%-%-%-%47%11%100%35%38%

16132*353*3*-121Very satisfied
41%63%72%40%9%34%100%52%16%53%6%-%31%44%

3113431053*511340NET: Satisfied
80%70%89%100%100%100%100%52%16%100%17%100%66%82%

5------2--3--5NET: Dissatisfied
13%-%-%-%-%-%-%48%-%-%83%-%-%10%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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Parcelforce (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use Parcelforce and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*ba*g*f*e*d*c*b*aSignificance Level: 95%
2926124174321123223255Unweighted total
262221*14619123111248Weighted total

---------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-5----53-2----5Fairly dissatisfied
-%23%-%-%-%-%11%14%-%10%-%-%-%-%10%

Neither satisfied nor
22----43-*----4dissatisfied
8%7%-%-%-%-%8%18%-%2%-%-%-%-%8%

1081**117916-*1-18Fairly satisfied
39%36%41%14%100%48%38%47%100%25%-%50%66%-%38%

14811-1204-141**221Very satisfied
52%34%59%86%-%52%43%20%-%62%100%50%34%100%44%

241621*13713120111240NET: Satisfied
92%70%100%100%100%100%81%68%100%87%100%100%100%100%82%

-5----53-2----5NET: Dissatisfied
-%23%-%-%-%-%11%14%-%10%-%-%-%-%10%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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Parcelforce (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use Parcelforce and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
-56-414232720827281482355Unweighted total
-13-41423192281930*242648Weighted total

-----------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------32-323---35Fairly dissatisfied
-%-%-%-%-%-%12%13%-%34%13%9%-%-%-%10%10%

Neither satisfied nor
--*--2231-31--114dissatisfied
-%-%19%-%-%12%7%14%6%-%14%4%-%-%20%5%8%

-**-349882810-22618Fairly satisfied
-%19%14%-%76%29%39%42%39%24%42%35%-%90%51%25%38%

-12-18106123615**11621Very satisfied
-%81%67%-%24%59%42%32%56%43%32%52%100%10%28%61%44%

-12-41219142051426*242340NET: Satisfied
-%100%81%-%100%88%81%74%94%66%74%87%100%100%80%85%82%

------32-323---35NET: Dissatisfied
-%-%-%-%-%-%12%13%-%34%13%9%-%-%-%10%10%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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Parcelforce (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use Parcelforce and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cb*a*ba*ba*e*d*c*baSignificance Level: 95%
253-144164963453555Unweighted total
246-143564362343248Weighted total

-------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-5-32322---35Fairly dissatisfied
-%11%-%20%7%48%6%36%-%-%-%9%10%

Neither satisfied nor
-4--4-42-*-24dissatisfied
-%8%-%-%11%-%9%25%-%14%-%5%8%

117-514316*-321318Fairly satisfied
77%36%-%34%39%45%37%7%-%79%45%42%38%

*21-615*2122*21421Very satisfied
23%45%-%47%43%8%49%32%100%7%55%45%44%

238-112933722342740NET: Satisfied
100%81%-%80%82%52%86%38%100%86%100%86%82%

-5-32322---35NET: Dissatisfied
-%11%-%20%7%48%6%36%-%-%-%9%10%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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Parcelforce (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use Parcelforce and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*cba*c*bag*f*edcba*c*b*aSignificance Level: 95%
16513217-363728274649374622122155Unweighted total
12432414-333125204340313618121948Weighted total

-----------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2523-2-2-533-2-35Fairly dissatisfied
20%12%10%19%-%7%-%9%-%12%7%9%-%13%-%14%10%

aga

Neither satisfied nor
243--423144342-24dissatisfied

14%9%14%-%-%11%7%13%5%9%9%8%10%12%-%9%8%

31678-1013791514101448618Fairly satisfied
25%36%30%55%-%31%41%27%44%36%36%34%38%24%69%32%38%

519114-171613101919151994821Very satisfied
41%44%46%26%-%50%52%51%52%44%48%49%52%52%31%45%44%

8351812-272919193433263314121440NET: Satisfied
66%80%76%81%-%82%93%77%95%80%84%83%90%75%100%77%82%

2523-2-2-533-2-35NET: Dissatisfied
20%12%10%19%-%7%-%9%-%12%7%9%-%13%-%14%10%

aga

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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Parcelforce (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use Parcelforce and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*cb*a*cba*fedcbac*b*abaSignificance Level: 95%
23913135141152485250514623324155Unweighted total
33112114435244424543433834263548Weighted total

------------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-32-53-555555--555Fairly dissatisfied
-%9%19%-%11%8%-%11%12%11%12%12%13%-%-%20%14%10%

Neither satisfied nor
-22*33-244424--334dissatisfied
-%5%17%4%6%8%-%5%9%8%9%5%10%-%-%10%9%8%

-13621816-18151818181322101418Fairly satisfied
-%41%46%21%41%48%-%41%35%39%41%41%34%53%37%40%39%38%

31429191321918191619161381321Very satisfied
100%45%18%75%42%37%100%43%44%41%38%43%43%47%63%30%37%44%

3268113629237333634362934182740NET: Satisfied
100%86%63%96%83%84%100%84%79%80%80%84%77%100%100%70%76%82%

-32-53-555555--555NET: Dissatisfied
-%9%19%-%11%8%-%11%12%11%12%12%13%-%-%20%14%10%

Don't Know (DO NOT READ
------------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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Parcelforce (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use Parcelforce and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

b*ab*a*ba*ba*bac*b*aSignificance Level: 95%
451045824674823323610955Unweighted total
4174162416422226328948Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

235--5-5325--5Fairly dissatisfied
6%37%12%-%-%12%-%12%12%9%16%-%-%10%

Neither satisfied nor
313*-3-4222-24dissatisfied
7%12%8%8%-%8%-%9%7%8%5%-%24%8%

153152213316612114418Fairly satisfied
37%43%36%37%100%32%40%37%29%45%34%50%41%38%

211183-194181110144321Very satisfied
51%7%44%54%-%48%60%42%51%39%45%50%34%44%

3643352336331822258640NET: Satisfied
87%51%80%92%100%80%100%79%80%83%79%100%76%82%

235--5-5325--5NET: Dissatisfied
6%37%12%-%-%12%-%12%12%9%16%-%-%10%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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Parcelforce (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use Parcelforce and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthMonthother main provider

DecNovOctJunMayAprMarFebJanDissatisfiedSatisfiedTOTAL

*c*b*a*c*b*a*c*b*a*baSignificance Level: 95%
9381252466-4955Unweighted total
645971475-4248Weighted total

------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%

-2--3-----25Fairly dissatisfied
-%55%-%-%37%-%-%-%-%-%6%10%

Neither satisfied nor
----3--*--34dissatisfied
-%-%-%-%46%-%-%7%-%-%6%8%

41231*223-1618Fairly satisfied
60%35%37%28%17%82%42%25%67%-%38%38%

3*36-*252-2121Very satisfied
40%10%63%72%-%18%58%68%33%-%50%44%

625911465-3740NET: Satisfied
100%45%100%100%17%100%100%93%100%-%88%82%

-2--3-----25NET: Dissatisfied
-%55%-%-%37%-%-%-%-%-%6%10%

Don't Know (DO NOT READ
------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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Parcelforce (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use Parcelforce and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
27-2313334245232Unweighted total
43-1115873287245Weighted total

2----2-------2Very dissatisfied
4%-%-%-%-%33%-%-%-%-%-%-%-%4%

--------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
2-----------22dissatisfied
4%-%-%-%-%-%-%-%-%-%-%-%90%4%

20--*12521152*20Fairly satisfied
46%-%-%32%100%33%65%32%42%51%66%28%10%45%

20-11-2352135-21Very satisfied
46%-%100%68%-%33%35%68%58%49%34%72%-%48%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

39-1113873287*42NET: Satisfied
92%-%100%100%100%67%100%100%100%100%100%100%10%93%

2----2-------2NET: Dissatisfied
4%-%-%-%-%33%-%-%-%-%-%-%-%4%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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Hermes (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use Hermes and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
131951-4271311412-132Unweighted total
14311*-1441522114-145Weighted total

2-----2--2----2Very dissatisfied
12%-%-%-%-%-%4%-%-%8%-%-%-%-%4%

---------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
2-----2----2--2dissatisfied

12%-%-%-%-%-%4%-%-%-%-%38%-%-%4%

812*--*2011-513--20Fairly satisfied
56%40%35%-%-%46%45%76%-%25%100%62%-%-%45%

3181*-*214214---121Very satisfied
21%60%65%100%-%54%47%24%100%67%-%-%-%100%48%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

11311*-1411522013-142NET: Satisfied
77%100%100%100%-%100%92%100%100%92%100%62%-%100%93%

2-----2--2----2NET: Dissatisfied
12%-%-%-%-%-%4%-%-%8%-%-%-%-%4%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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Hermes (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use Hermes and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
-1-235201017510221121532Unweighted total
-*-23434142381431**32645Weighted total

------22--2---2-2Very dissatisfied
-%-%-%-%-%-%5%12%-%-%12%-%-%-%50%-%4%

-----------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
------2--2-2----2dissatisfied
-%-%-%-%-%-%5%-%-%21%-%5%-%-%-%-%4%

---1*314714-714---1120Fairly satisfied
-%-%-%74%7%57%42%48%58%-%48%44%-%-%-%42%45%

-*-*32166106616**21521Very satisfied
-%100%-%26%93%43%49%40%42%79%40%51%100%100%50%58%48%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-23430122361229**22642NET: Satisfied
-%100%-%100%100%100%90%88%100%79%88%95%100%100%50%100%93%

------22--2---2-2NET: Dissatisfied
-%-%-%-%-%-%5%12%-%-%12%-%-%-%50%-%4%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
Table 187  (continuation)                                                                                                                                                                      Page 1662

Hermes (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use Hermes and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cb*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
131-112192311152332Unweighted total
*45-1926162912*73345Weighted total

-2--2-2-2---2Very dissatisfied
-%4%-%-%6%-%6%-%100%-%-%-%4%

-------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
-2--2-2----22dissatisfied
-%4%-%-%6%-%6%-%-%-%-%5%4%

-20-7134161--41520Fairly satisfied
-%46%-%37%51%25%56%100%-%-%53%47%45%

*21-12101210--*31621Very satisfied
100%47%-%63%36%75%33%-%-%100%47%48%48%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

*41-192316261-*73142NET: Satisfied
100%93%-%100%88%100%89%100%-%100%100%95%93%

-2--2-2-2---2NET: Dissatisfied
-%4%-%-%6%-%6%-%100%-%-%-%4%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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Hermes (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use Hermes and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
2291615-16171310252618231241532Unweighted total
1412323-20221713383323291442445Weighted total

-22--2-2-2----2-2Very dissatisfied
-%4%7%-%-%8%-%10%-%4%-%-%-%-%38%-%4%

-----------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
-222--2--2222--22dissatisfied
-%4%7%7%-%-%8%-%-%4%5%7%6%-%-%7%4%

1191112-89892016131193820Fairly satisfied
86%47%48%54%-%41%43%48%68%53%49%58%40%69%62%34%45%

*1899-10117415168164-1421Very satisfied
14%45%38%39%-%51%49%42%32%39%47%35%54%31%-%60%48%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1371921-18201513353222271432342NET: Satisfied
100%92%85%93%-%92%92%90%100%91%95%93%94%100%62%93%93%

-22--2-2-2----2-2NET: Dissatisfied
-%4%7%-%-%8%-%10%-%4%-%-%-%-%38%-%4%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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Hermes (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use Hermes and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*cb*a*fe*dc*ba*c*b*a*b*aSignificance Level: 95%
-201243019-31253126312313201932Unweighted total
-252054126-453644354435*3252545Weighted total

-2--22-22222--2-22Very dissatisfied
-%7%-%-%4%6%-%4%5%4%5%4%-%-%54%-%7%4%

------------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
-2--2--222222--2-2dissatisfied
-%7%-%-%4%-%-%4%5%4%5%4%5%-%-%7%-%4%

-119-178-201519151915*1141120Fairly satisfied
-%44%47%-%40%31%-%46%40%44%43%44%43%100%46%57%43%45%

-111152117-211821172118--91221Very satisfied
-%43%53%100%52%63%-%47%50%49%48%49%52%-%-%36%50%48%

Don't Know (DO NOT READ
------------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-222053825-413340324033*1232342NET: Satisfied
-%87%100%100%92%94%-%93%91%92%91%92%95%100%46%93%93%93%

-2--22-22222--2-22NET: Dissatisfied
-%7%-%-%4%6%-%4%5%4%5%4%-%-%54%-%7%4%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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Hermes (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use Hermes and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*ba*b*a*c*b*aSignificance Level: 95%
2661813421-32923224632Unweighted total
3692718629-451332315945Weighted total

-2-2---2-2--22Very dissatisfied
-%19%-%9%-%-%-%4%-%5%-%-%18%4%

--------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
2--2-2-2-22--2dissatisfied
5%-%-%9%-%6%-%4%-%5%5%-%-%4%

146812413-20515142420Fairly satisfied
40%67%29%70%71%44%-%45%38%48%45%43%46%45%

201192215-21814153321Very satisfied
56%14%71%12%29%51%-%48%62%42%50%57%35%48%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

3572715627-421329295742NET: Satisfied
95%81%100%82%100%94%-%93%100%90%95%100%82%93%

-2-2---2-2--22NET: Dissatisfied
-%19%-%9%-%-%-%4%-%5%-%-%18%4%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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Hermes (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use Hermes and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthMonthother main provider

DecNovOctJunMayAprMarFebJanDissatisfiedSatisfiedTOTAL

*c*b*a*c*b*a*c*b*a*baSignificance Level: 95%
6331021232-3132Unweighted total
9441532323-4445Weighted total

---2------22Very dissatisfied
-%-%-%11%-%-%-%-%-%-%4%4%

------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
--------2-22dissatisfied
-%-%-%-%-%-%-%-%50%-%4%4%

64*5-2-12-1920Fairly satisfied
66%100%10%36%-%100%-%75%50%-%44%45%

3-483-3*--2121Very satisfied
34%-%90%53%100%-%100%25%-%-%49%48%

Don't Know (DO NOT READ
------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%

9441332322-4042NET: Satisfied
100%100%100%89%100%100%100%100%50%-%92%93%

---2------22NET: Dissatisfied
-%-%-%11%-%-%-%-%-%-%4%4%

Columns Tested: a,b - a,b,c - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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Hermes (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use Hermes and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
2014232132331227Unweighted total
25*113323127*326Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
1---1--------1dissatisfied
5%-%-%-%45%-%-%-%-%-%-%-%-%5%

6**11--*-*5--8Fairly satisfied
26%100%14%100%46%-%-%7%-%11%67%-%-%29%

17-1-*323112*318Very satisfied
69%-%86%-%9%100%100%93%100%89%33%100%100%67%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

23*111323127*325NET: Satisfied
95%100%100%100%55%100%100%100%100%100%100%100%100%95%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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FedEx (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use FedEx and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
131411335165113--8-27Unweighted total

91821*1243215--5-26Weighted total

---------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
-1----1--1----1dissatisfied
-%7%-%-%-%-%5%-%-%8%-%-%-%-%5%

171***7223--1-8Fairly satisfied
10%38%31%28%59%15%28%48%100%17%-%-%17%-%29%

8101**1162-11--4-18Very satisfied
90%55%69%72%41%85%67%52%-%75%-%-%83%-%67%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

91621*1233214--5-25NET: Satisfied
100%93%100%100%100%100%95%100%100%92%-%-%100%-%95%

---------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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FedEx (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use FedEx and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
-3123413198-1981511227Unweighted total
-1*153161611-1611*4*1526Weighted total

-----------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
------1-1--1---11dissatisfied
-%-%-%-%-%-%8%-%11%-%-%11%-%-%-%8%5%

-*--21453-53-3*28Fairly satisfied
-%61%-%-%48%38%24%32%24%-%32%24%-%61%100%11%29%

-**13211117-117*2-1218Very satisfied
-%39%100%100%52%62%69%68%65%-%68%65%100%39%-%80%67%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-1*15315169-169*4*1425NET: Satisfied
-%100%100%100%100%100%92%100%89%-%100%89%100%100%100%92%95%

-----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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FedEx (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use FedEx and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
126-131491844611127Unweighted total
125-111691742611326Weighted total

-------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
-1-1--1----11dissatisfied
-%5%-%11%-%-%7%-%-%-%-%9%5%

-8-*7*71**-78Fairly satisfied
-%30%-%4%46%2%42%16%10%2%-%50%29%

116-98993261618Very satisfied
100%65%-%85%54%98%51%84%90%98%100%41%67%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

124-91691642611225NET: Satisfied
100%95%-%89%100%100%93%100%100%100%100%91%95%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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FedEx (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use FedEx and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
825205-2120199252417231241127Unweighted total
522244-2217204262113201131226Weighted total

-----------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
111--1-1-11-1--11dissatisfied

24%5%5%-%-%5%-%6%-%5%6%-%6%-%-%10%5%

1862-656188784*48Fairly satisfied
18%34%25%37%-%27%30%31%18%29%36%54%38%32%6%31%29%

313173-1512124171261183718Very satisfied
58%61%70%63%-%67%70%63%82%66%58%46%55%68%94%59%67%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

421234-2117184252013181131125NET: Satisfied
76%95%95%100%-%95%100%94%100%95%94%100%94%100%100%90%95%

-----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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FedEx (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use FedEx and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
2214152620-27252722272213172027Unweighted total
1214132424-2626262226221191926Weighted total

------------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
-1-111-111111--111dissatisfied
-%6%-%10%5%5%-%5%5%5%6%5%6%-%-%14%6%5%

151487-888687-*178Fairly satisfied
100%25%22%30%31%30%-%29%29%29%29%29%34%-%7%12%38%29%

-14381515-1817181418131171118Very satisfied
-%69%78%61%64%65%-%67%66%67%66%67%61%100%93%75%55%67%

Don't Know (DO NOT READ
------------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1204112323-2524252125211181825NET: Satisfied
100%94%100%90%95%95%-%95%95%95%94%95%94%100%100%86%94%95%

------------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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FedEx (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use FedEx and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
2161885161261116156627Unweighted total
206168513*261412175426Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
1--1---1-11--1dissatisfied
6%-%-%14%-%-%-%5%-%10%7%-%-%5%

625315*7356118Fairly satisfied
28%30%28%36%12%34%100%28%18%40%33%11%31%29%

13412449-18116105318Very satisfied
66%70%72%50%88%66%-%67%82%50%60%89%69%67%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

196167513*251411155425NET: Satisfied
94%100%100%86%100%100%100%95%100%90%93%100%100%95%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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FedEx (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use FedEx and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthMonthother main provider

DecNovOctJunAprMarFebJanDissatisfiedSatisfiedTOTAL

*c*b*a*b*a*c*b*a*b*aSignificance Level: 95%
63331344-2627Unweighted total
7422*443-2526Weighted total

-----------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

-----------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
---1-----11dissatisfied
-%-%-%70%-%-%-%-%-%5%5%

*1---3*3-68Fairly satisfied
6%36%-%-%-%61%4%96%-%25%29%

7221*24*-1818Very satisfied
94%64%100%30%100%39%96%4%-%70%67%

Don't Know (DO NOT READ
-----------OUT)
-%-%-%-%-%-%-%-%-%-%-%

7421*443-2425NET: Satisfied
100%100%100%30%100%100%100%100%-%95%95%

-----------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b - a,b,c

Ofcom; Business Postal Tracker
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FedEx (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use FedEx and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
1221-1-1-3312115Unweighted total

91*-*-*-3222*11Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
*-----------**dissatisfied
2%-%-%-%-%-%-%-%-%-%-%-%100%2%

5-----*-1*2*-5Fairly satisfied
51%-%-%-%-%-%100%-%55%25%100%11%-%44%

41--*---11-2-5Very satisfied
47%100%-%-%100%-%-%-%45%75%-%89%-%50%

Don't Know (DO NOT READ
--*----------*OUT)
-%-%100%-%-%-%-%-%-%-%-%-%-%4%

91--*-*-3222-10NET: Satisfied
98%100%-%-%100%-%100%-%100%100%100%100%-%94%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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DX (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use DX and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
7872238824--1-15Unweighted total
551**19315--1-11Weighted total

---------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
-***---*------*dissatisfied
-%4%13%45%-%-%-%6%-%-%-%-%-%-%2%

*41***42*2----5Fairly satisfied
3%87%71%55%100%61%40%65%30%43%-%-%-%-%44%

5**--*51-3--1-5Very satisfied
89%9%16%-%-%39%55%29%-%57%-%-%100%-%50%

Don't Know (DO NOT READ
*-----*-*-----*OUT)
8%-%-%-%-%-%5%-%70%-%-%-%-%-%4%

551**193*5--1-10NET: Satisfied
92%96%87%55%100%100%95%94%30%100%-%-%100%-%94%

---------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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DX (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use DX and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
-5422-2114-1141-2215Unweighted total
-1223-256-56*-2311Weighted total

-----------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
-*-----*--*-----*dissatisfied
-%14%-%-%-%-%-%4%-%-%4%-%-%-%-%-%2%

-1*12--14-14*--35Fairly satisfied
-%50%17%51%84%-%-%20%66%-%20%66%100%-%-%100%44%

-*21--232-32--2-5Very satisfied
-%36%83%49%-%-%100%67%34%-%67%34%-%-%100%-%50%

Don't Know (DO NOT READ
----*--*--*-----*OUT)
-%-%-%-%16%-%-%9%-%-%9%-%-%-%-%-%4%

-1222-246-46*-2310NET: Satisfied
-%86%100%100%84%-%100%88%100%-%88%100%100%-%100%100%94%

-----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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DX (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use DX and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
114-695101111915Unweighted total
*10-56461***711Weighted total

-------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
-*-*--*--*--*dissatisfied
-%2%-%4%-%-%3%-%-%100%-%-%2%

*4-*413-*-*35Fairly satisfied
100%43%-%5%79%36%49%-%100%-%100%42%44%

-5-51331---45Very satisfied
-%51%-%92%13%64%41%100%-%-%-%52%50%

Don't Know (DO NOT READ
-*--*-*----**OUT)
-%4%-%-%8%-%7%-%-%-%-%6%4%

*10-55461*-*710NET: Satisfied
100%94%-%96%92%100%90%100%100%-%100%94%94%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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DX (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use DX and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
3141010-315241315141492315Unweighted total
11086-3112291181041411Weighted total

-----------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
-***--*--*****--*dissatisfied
-%2%2%3%-%-%2%-%-%2%2%2%2%4%-%-%2%

*533--5-*35252*25Fairly satisfied
20%45%34%55%-%-%44%-%18%38%44%28%45%47%16%53%44%

1552-352155552125Very satisfied
80%49%58%35%-%100%50%100%60%55%50%65%49%39%84%47%50%

Don't Know (DO NOT READ
-***--*-******--*OUT)
-%4%5%7%-%-%4%-%21%5%4%5%4%10%-%-%4%

11086-3102281081041410NET: Satisfied
100%94%92%90%-%100%94%100%79%93%94%92%94%86%100%100%94%

-----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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DX (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use DX and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
28441512-151515151513-191115Unweighted total
*821119-11111111119-17711Weighted total

------------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
*--***-******--***dissatisfied

45%-%-%14%2%2%-%2%2%2%2%2%2%-%-%3%3%2%

*4**54-555554--245Fairly satisfied
55%51%8%15%44%51%-%44%44%44%44%44%49%-%-%28%61%44%

-41154-555554-1525Very satisfied
-%49%71%71%50%41%-%50%50%50%50%50%45%-%100%69%30%50%

Don't Know (DO NOT READ
--*-**-******---**OUT)
-%-%21%-%4%5%-%4%4%4%4%4%5%-%-%-%6%4%

*821108-10101010108-16710NET: Satisfied
55%100%79%86%94%93%-%94%94%94%94%94%93%-%100%97%91%94%

------------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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DX (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use DX and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
114113-6-1531212-215Unweighted total
101101-5-111109-111Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
-*-*---*-**--*dissatisfied
-%23%-%35%-%-%-%2%-%2%2%-%-%2%

414*-3-5*44-*5Fairly satisfied
41%77%41%65%-%51%-%44%25%46%51%-%16%44%

5-5--2-5154-15Very satisfied
54%-%54%-%-%49%-%50%75%48%41%-%84%50%

Don't Know (DO NOT READ
*-*----*-**--*OUT)
4%-%4%-%-%-%-%4%-%5%5%-%-%4%

919*-5-10198-110NET: Satisfied
96%77%96%65%-%100%-%94%100%94%93%-%100%94%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
Table 189  (continuation)                                                                                                                                                                      Page 1682

DX (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use DX and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthMonthother main provider

DecNovOctJunMayMarFebJanDissatisfiedSatisfiedTOTAL

*c*b*a*b*a*c*b*a*b*aSignificance Level: 95%
31311231-1315Unweighted total
3*2*122*-911Weighted total

-----------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

-----------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
--*------**dissatisfied
-%-%11%-%-%-%-%-%-%2%2%

3-**-1**-35Fairly satisfied
86%-%14%100%-%73%8%100%-%38%44%

-*1-1*2--55Very satisfied
-%100%75%-%100%27%92%-%-%60%50%

Don't Know (DO NOT READ
*---------*OUT)

14%-%-%-%-%-%-%-%-%-%4%

3*1*122*-910NET: Satisfied
86%100%89%100%100%100%100%100%-%98%94%

-----------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b - a,b,c

Ofcom; Business Postal Tracker
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DX (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use DX and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
3-1--1--1-1--4Unweighted total
3-*--*--*-2--3Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
--------------dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2---------2--2Fairly satisfied
86%-%-%-%-%-%-%-%-%-%100%-%-%83%

*-*--*--*----*Very satisfied
14%-%100%-%-%100%-%-%100%-%-%-%-%17%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

3-*--*--*-2--3NET: Satisfied
100%-%100%-%-%100%-%-%100%-%100%-%-%100%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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Pitney Bowes (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use Pitney Bowes and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
133-1211-11-1-4Unweighted total
*3*-**2*-2*-*-3Weighted total

---------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
---------------dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-2----2--2----2Fairly satisfied
-%86%-%-%-%-%100%-%-%100%-%-%-%-%83%

***-**-*--*-*-*Very satisfied
100%14%100%-%100%100%-%100%-%-%100%-%100%-%17%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*3*-**2*-2*-*-3NET: Satisfied
100%100%100%-%100%100%100%100%-%100%100%-%100%-%100%

---------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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Pitney Bowes (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use Pitney Bowes and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
--1-11122-22-2--4Unweighted total
--*-**2*3-*3-3--3Weighted total

-----------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
-----------------dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------2-2--2-2--2Fairly satisfied
-%-%-%-%-%-%100%-%93%-%-%93%-%92%-%-%83%

--*-**-**-**-*--*Very satisfied
-%-%100%-%100%100%-%100%7%-%100%7%-%8%-%-%17%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--*-**2*3-*3-3--3NET: Satisfied
-%-%100%-%100%100%100%100%100%-%100%100%-%100%-%-%100%

-----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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Pitney Bowes (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use Pitney Bowes and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
4--4-4--1-1-4Unweighted total
3--3-3--*-*-3Weighted total

-------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
-------------dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

2--2-2------2Fairly satisfied
83%-%-%83%-%83%-%-%-%-%-%-%83%

*--*-*--*-*-*Very satisfied
17%-%-%17%-%17%-%-%100%-%100%-%17%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

3--3-3--*-*-3NET: Satisfied
100%-%-%100%-%100%-%-%100%-%100%-%100%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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Pitney Bowes (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use Pitney Bowes and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
1321-131124441214Unweighted total
*3**-*****333*3*3Weighted total

-----------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
-----------------dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-2--------222-2-2Fairly satisfied
-%89%-%-%-%-%-%-%-%-%83%83%83%-%93%-%83%

****-************Very satisfied
100%11%100%100%-%100%100%100%100%100%17%17%17%100%7%100%17%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*3**-*****333*3*3NET: Satisfied
100%100%100%100%-%100%100%100%100%100%100%100%100%100%100%100%100%

-----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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Pitney Bowes (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use Pitney Bowes and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
-22142-44444-----4Unweighted total
-3**3*-33333-----3Weighted total

------------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
------------------dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-2--2--22222-----2Fairly satisfied
-%93%-%-%83%-%-%83%83%83%83%83%-%-%-%-%-%83%

-*****-*****-----*Very satisfied
-%7%100%100%17%100%-%17%17%17%17%17%-%-%-%-%-%17%

Don't Know (DO NOT READ
------------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-3**3*-33333-----3NET: Satisfied
-%100%100%100%100%100%-%100%100%100%100%100%-%-%-%-%-%100%

------------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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Pitney Bowes (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use Pitney Bowes and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
31-----4132-24Unweighted total
3*-----32*3-*3Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
--------------dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2------22-2--2Fairly satisfied
90%-%-%-%-%-%-%83%100%-%93%-%-%83%

**-----*-**-**Very satisfied
10%100%-%-%-%-%-%17%-%100%7%-%100%17%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

3*-----32*3-*3NET: Satisfied
100%100%-%-%-%-%-%100%100%100%100%-%100%100%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
Table 190  (continuation)                                                                                                                                                                      Page 1690

Pitney Bowes (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use Pitney Bowes and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthMonthother main provider

OctJunAprJanDissatisfiedSatisfiedTOTAL

*a*b*a*a*b*aSignificance Level: 95%
1111-34Unweighted total
2***-33Weighted total

-------Very dissatisfied
-%-%-%-%-%-%-%

-------Fairly dissatisfied
-%-%-%-%-%-%-%

Neither satisfied nor
-------dissatisfied
-%-%-%-%-%-%-%

2----22Fairly satisfied
100%-%-%-%-%90%83%

-***-**Very satisfied
-%100%100%100%-%10%17%

Don't Know (DO NOT READ
-------OUT)
-%-%-%-%-%-%-%

2***-33NET: Satisfied
100%100%100%100%-%100%100%

-------NET: Dissatisfied
-%-%-%-%-%-%-%

Columns Tested: a,b - a,b - a

Ofcom; Business Postal Tracker
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Pitney Bowes (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use Pitney Bowes and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
5-1121---1-1-7Unweighted total
6-**12---1-2-6Weighted total

2----2-------2Very dissatisfied
28%-%-%-%-%100%-%-%-%-%-%-%-%26%

2---*------2-2Fairly dissatisfied
31%-%-%-%12%-%-%-%-%-%-%100%-%28%

Neither satisfied nor
---*---------*dissatisfied
-%-%-%100%-%-%-%-%-%-%-%-%-%7%

2---1----1---2Fairly satisfied
42%-%-%-%88%-%-%-%-%100%-%-%-%38%

--*----------*Very satisfied
-%-%100%-%-%-%-%-%-%-%-%-%-%2%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2-*-1----1---3NET: Satisfied
42%-%100%-%88%-%-%-%-%100%-%-%-%40%

3---*2-----2-3NET: Dissatisfied
58%-%-%-%12%100%-%-%-%-%-%100%-%54%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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TNT Express (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use TNT Express and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
342--253-2--2-7Unweighted total
24*--*64-2--*-6Weighted total

2-----22------2Very dissatisfied
75%-%-%-%-%-%27%44%-%-%-%-%-%-%26%

-2*--*22----*-2Fairly dissatisfied
-%42%62%-%-%62%26%44%-%-%-%-%62%-%28%

Neither satisfied nor
*-----**------*dissatisfied

20%-%-%-%-%-%7%12%-%-%-%-%-%-%7%

-2----2--2----2Fairly satisfied
-%58%-%-%-%-%40%-%-%100%-%-%-%-%38%

*-*--*------*-*Very satisfied
5%-%38%-%-%38%-%-%-%-%-%-%38%-%2%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*2*--*2--2--*-3NET: Satisfied
5%58%38%-%-%38%40%-%-%100%-%-%38%-%40%

22*--*33----*-3NET: Dissatisfied
75%42%62%-%-%62%53%88%-%-%-%-%62%-%54%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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TNT Express (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use TNT Express and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
----13352-52-1217Unweighted total
----*2533-33-*216Weighted total

------2-2--2----2Very dissatisfied
-%-%-%-%-%-%37%-%50%-%-%50%-%-%-%-%26%

----*-2*2-*2--2-2Fairly dissatisfied
-%-%-%-%100%-%36%5%50%-%5%50%-%-%79%-%28%

Neither satisfied nor
-----*-*--*---*-*dissatisfied
-%-%-%-%-%24%-%14%-%-%14%-%-%-%21%-%7%

-----112--2----12Fairly satisfied
-%-%-%-%-%70%27%78%-%-%78%-%-%-%-%100%38%

-----*-*--*--*--*Very satisfied
-%-%-%-%-%6%-%3%-%-%3%-%-%100%-%-%2%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----113--3--*-13NET: Satisfied
-%-%-%-%-%76%27%81%-%-%81%-%-%100%-%100%40%

----*-3*3-*3--2-3NET: Dissatisfied
-%-%-%-%100%-%73%5%100%-%5%100%-%-%79%-%54%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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TNT Express (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use TNT Express and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
-7-52252-1227Unweighted total
-6-52*61-*236Weighted total

-2-2--2----22Very dissatisfied
-%26%-%34%-%-%27%-%-%-%-%50%26%

-2-2-*2*---22Fairly dissatisfied
-%28%-%38%-%62%26%29%-%-%-%50%28%

Neither satisfied nor
-*--*-**----*dissatisfied
-%7%-%-%26%-%7%71%-%-%-%-%7%

-2-11-2---2-2Fairly satisfied
-%38%-%26%74%-%40%-%-%-%100%-%38%

-*-*-*---*--*Very satisfied
-%2%-%2%-%38%-%-%-%100%-%-%2%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-3-11*2--*2-3NET: Satisfied
-%40%-%28%74%38%40%-%-%100%100%-%40%

-3-3-*3*---33NET: Dissatisfied
-%54%-%72%-%62%53%29%-%-%-%100%54%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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TNT Express (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use TNT Express and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
3641-645166552237Unweighted total
2532-533*55452236Weighted total

-----2--------2-2Very dissatisfied
-%-%-%-%-%34%-%-%-%-%-%-%-%-%90%-%26%

-222-***-2222-*22Fairly dissatisfied
-%38%52%100%-%4%6%5%-%38%38%51%35%-%10%55%28%

Neither satisfied nor
***--*********--*dissatisfied

24%9%12%-%-%9%14%14%100%9%9%12%9%26%-%-%7%

121--222-22121-12Fairly satisfied
70%51%35%-%-%51%80%78%-%51%51%34%53%74%-%41%38%

**---*-*-****--**Very satisfied
6%2%-%-%-%2%-%3%-%2%2%3%2%-%-%4%2%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

131--323-33131-13NET: Satisfied
76%53%35%-%-%53%80%81%-%53%53%37%55%74%-%45%40%

-222-2**-2222-223NET: Dissatisfied
-%38%52%100%-%38%6%5%-%38%38%51%35%-%100%55%54%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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TNT Express (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use TNT Express and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
-43276-777776-1447Unweighted total
-42166-666666-*256Weighted total

--2-22-222222----2Very dissatisfied
-%-%73%-%26%26%-%26%26%26%26%26%26%-%-%-%-%26%

-2*-22-222222--*22Fairly dissatisfied
-%39%8%-%28%28%-%28%28%28%28%28%28%-%-%9%36%28%

Neither satisfied nor
--****-******--***dissatisfied
-%-%19%80%7%7%-%7%7%7%7%7%7%-%-%22%10%7%

-2--22-222222--122Fairly satisfied
-%59%-%-%38%39%-%38%38%38%38%38%39%-%-%63%54%38%

-*-**--*****--**-*Very satisfied
-%3%-%20%2%-%-%2%2%2%2%2%-%-%100%5%-%2%

Don't Know (DO NOT READ
------------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-3-*32-333332-*123NET: Satisfied
-%61%-%20%40%39%-%40%40%40%40%40%39%-%100%69%54%40%

-22-33-333333--*23NET: Dissatisfied
-%39%81%-%54%54%-%54%54%54%54%54%54%-%-%9%36%54%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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TNT Express (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use TNT Express and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
7-4313-7164127Unweighted total
6-33*3-6153226Weighted total

2-2--2-2-2-2-2Very dissatisfied
26%-%52%-%-%55%-%26%-%32%-%100%-%26%

2-*2---2-2--22Fairly dissatisfied
28%-%6%50%-%-%-%28%-%35%-%-%100%28%

Neither satisfied nor
*--**--*-**--*dissatisfied
7%-%-%13%100%-%-%7%-%8%14%-%-%7%

2-11-1-2112--2Fairly satisfied
38%-%39%37%-%41%-%38%100%24%82%-%-%38%

*-*--*-*-**--*Very satisfied
2%-%3%-%-%4%-%2%-%2%4%-%-%2%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

3-11-1-3113--3NET: Satisfied
40%-%42%37%-%45%-%40%100%26%86%-%-%40%

3-22-2-3-3-223NET: Dissatisfied
54%-%58%50%-%55%-%54%-%66%-%100%100%54%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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TNT Express (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use TNT Express and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthMonthother main provider

DecNovOctMayFebDissatisfiedSatisfiedTOTAL

*c*b*a*a*a*b*aSignificance Level: 95%
12112-77Unweighted total
*1122-66Weighted total

----2-22Very dissatisfied
-%-%-%-%90%-%26%26%

---2*-22Fairly dissatisfied
-%-%-%100%10%-%28%28%

Neither satisfied nor
*-----**dissatisfied

100%-%-%-%-%-%7%7%

-11---22Fairly satisfied
-%92%100%-%-%-%38%38%

-*----**Very satisfied
-%8%-%-%-%-%2%2%

Don't Know (DO NOT READ
--------OUT)
-%-%-%-%-%-%-%-%

-11---33NET: Satisfied
-%100%100%-%-%-%40%40%

---22-33NET: Dissatisfied
-%-%-%100%100%-%54%54%

Columns Tested: a,b - a,b,c

Ofcom; Business Postal Tracker
Table 191  (continuation)                                                                                                                                                                      Page 1699

TNT Express (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use TNT Express and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
2-------1--1-2Unweighted total
2-------*--2-2Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2----------2-2Fairly dissatisfied
90%-%-%-%-%-%-%-%-%-%-%100%-%90%

Neither satisfied nor
--------------dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*-------*----*Fairly satisfied
10%-%-%-%-%-%-%-%100%-%-%-%-%10%

--------------Very satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*-------*----*NET: Satisfied
10%-%-%-%-%-%-%-%100%-%-%-%-%10%

2----------2-2NET: Dissatisfied
90%-%-%-%-%-%-%-%-%-%-%100%-%90%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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TNT Post UK (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use TNT Post UK and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
111-1-11----1-2Unweighted total
*2*-*-22----*-2Weighted total

---------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-2----22------2Fairly dissatisfied
-%100%-%-%-%-%100%100%-%-%-%-%-%-%90%

Neither satisfied nor
---------------dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*-*-*-------*-*Fairly satisfied
100%-%100%-%100%-%-%-%-%-%-%-%100%-%10%

---------------Very satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*-*-*-------*-*NET: Satisfied
100%-%100%-%100%-%-%-%-%-%-%-%100%-%10%

-2----22------2NET: Dissatisfied
-%100%-%-%-%-%100%100%-%-%-%-%-%-%90%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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TNT Post UK (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use TNT Post UK and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
----1-1-2--21-1-2Unweighted total
----*-2-2--2*-2-2Weighted total

-----------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------2-2--2--2-2Fairly dissatisfied
-%-%-%-%-%-%100%-%90%-%-%90%-%-%100%-%90%

Neither satisfied nor
-----------------dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----*---*--**---*Fairly satisfied
-%-%-%-%100%-%-%-%10%-%-%10%100%-%-%-%10%

-----------------Very satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----*---*--**---*NET: Satisfied
-%-%-%-%100%-%-%-%10%-%-%10%100%-%-%-%10%

------2-2--2--2-2NET: Dissatisfied
-%-%-%-%-%-%100%-%90%-%-%90%-%-%100%-%90%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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TNT Post UK (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use TNT Post UK and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
-2-2--2----22Unweighted total
-2-2--2----22Weighted total

-------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-2-2--2----22Fairly dissatisfied
-%90%-%90%-%-%90%-%-%-%-%90%90%

Neither satisfied nor
-------------dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-*--*----**Fairly satisfied
-%10%-%10%-%-%10%-%-%-%-%10%10%

-------------Very satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-*--*----**NET: Satisfied
-%10%-%10%-%-%10%-%-%-%-%10%10%

-2-2--2----22NET: Dissatisfied
-%90%-%90%-%-%90%-%-%-%-%90%90%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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TNT Post UK (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use TNT Post UK and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
-212--1--2222--22Unweighted total
-222--*--2222--22Weighted total

-----------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-222-----2222--22Fairly dissatisfied
-%90%100%90%-%-%-%-%-%90%90%90%90%-%-%90%90%

Neither satisfied nor
-----------------dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-*--*--****--**Fairly satisfied
-%10%-%10%-%-%100%-%-%10%10%10%10%-%-%10%10%

-----------------Very satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-*--*--****--**NET: Satisfied
-%10%-%10%-%-%100%-%-%10%10%10%10%-%-%10%10%

-222-----2222--22NET: Dissatisfied
-%90%100%90%-%-%-%-%-%90%90%90%90%-%-%90%90%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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TNT Post UK (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use TNT Post UK and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
-2--11-222222--122Unweighted total
-2--22-222222--*22Weighted total

------------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-2--22-222222---22Fairly dissatisfied
-%90%-%-%100%100%-%90%90%90%90%90%90%-%-%-%90%90%

Neither satisfied nor
------------------dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-----******--***Fairly satisfied
-%10%-%-%-%-%-%10%10%10%10%10%10%-%-%100%10%10%

------------------Very satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
------------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-----******--***NET: Satisfied
-%10%-%-%-%-%-%10%10%10%10%10%10%-%-%100%10%10%

-2--22-222222---22NET: Dissatisfied
-%90%-%-%100%100%-%90%90%90%90%90%90%-%-%-%90%90%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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TNT Post UK (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use TNT Post UK and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
2--21--2-21-12Unweighted total
2--2*--2-2*-22Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2--2---2-2--22Fairly dissatisfied
90%-%-%90%-%-%-%90%-%90%-%-%100%90%

Neither satisfied nor
--------------dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*--**--*-**--*Fairly satisfied
10%-%-%10%100%-%-%10%-%10%100%-%-%10%

--------------Very satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*--**--*-**--*NET: Satisfied
10%-%-%10%100%-%-%10%-%10%100%-%-%10%

2--2---2-2--22NET: Dissatisfied
90%-%-%90%-%-%-%90%-%90%-%-%100%90%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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TNT Post UK (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use TNT Post UK and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthother main provider

MayFebDissatisfiedSatisfiedTOTAL

*a*a*b*aSignificance Level: 95%
11-22Unweighted total
2*-22Weighted total

-----Very dissatisfied
-%-%-%-%-%

2--22Fairly dissatisfied
100%-%-%90%90%

Neither satisfied nor
-----dissatisfied
-%-%-%-%-%

-*-**Fairly satisfied
-%100%-%10%10%

-----Very satisfied
-%-%-%-%-%

Don't Know (DO NOT READ
-----OUT)
-%-%-%-%-%

-*-**NET: Satisfied
-%100%-%10%10%

2--22NET: Dissatisfied
100%-%-%90%90%

Columns Tested: a,b

Ofcom; Business Postal Tracker
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TNT Post UK (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use TNT Post UK and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
41-112---1---6Unweighted total
6*-*13---1---6Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
--------------dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-*---------1Fairly satisfied
-%100%-%100%-%-%-%-%-%-%-%-%-%9%

2---1----1---2Very satisfied
44%-%-%-%100%-%-%-%-%100%-%-%-%40%

Don't Know (DO NOT READ
3----3-------3OUT)

56%-%-%-%-%100%-%-%-%-%-%-%-%51%

2*-*1----1---3NET: Satisfied
44%100%-%100%100%-%-%-%-%100%-%-%-%49%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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QV4a Other (1st) (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use QV4a Other (1st) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
241-1-54----2-6Unweighted total
24*-*-63----3-6Weighted total

---------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
---------------dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

***-*-*1------1Fairly satisfied
6%10%100%-%100%-%7%17%-%-%-%-%-%-%9%

-2----21----1-2Very satisfied
-%56%-%-%-%-%41%38%-%-%-%-%42%-%40%

Don't Know (DO NOT READ
21----31----2-3OUT)

94%34%-%-%-%-%52%45%-%-%-%-%58%-%51%

*3*-*-32----1-3NET: Satisfied
6%66%100%-%100%-%48%55%-%-%-%-%42%-%49%

---------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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QV4a Other (1st) (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use QV4a Other (1st) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
---211-42-42-1-36Unweighted total
---2*1-42-42-1-36Weighted total

-----------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
-----------------dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---**--**-**---*1Fairly satisfied
-%-%-%26%100%-%-%10%6%-%10%6%-%-%-%13%9%

---1-1-2--2----12Very satisfied
-%-%-%74%-%100%-%56%-%-%56%-%-%-%-%37%40%

Don't Know (DO NOT READ
-------12-12-1-23OUT)
-%-%-%-%-%-%-%34%94%-%34%94%-%100%-%50%51%

---2*1-3*-3*---23NET: Satisfied
-%-%-%100%100%100%-%66%6%-%66%6%-%-%-%50%49%

-----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
Table 193  (continuation)                                                                                                                                                                      Page 1710

QV4a Other (1st) (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use QV4a Other (1st) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
24-4242-11-36Unweighted total
24-5151-11-36Weighted total

-------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
-------------dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

**-****----*1Fairly satisfied
23%3%-%9%8%9%8%-%-%-%-%4%9%

-2-1111-1--12Very satisfied
-%58%-%26%92%26%92%-%100%-%-%41%40%

Don't Know (DO NOT READ
12-3-3---1-23OUT)

77%39%-%65%-%65%-%-%-%100%-%56%51%

*3-2121-1--13NET: Satisfied
23%61%-%35%100%35%100%-%100%-%-%44%49%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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QV4a Other (1st) (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use QV4a Other (1st) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
-54--545144341146Unweighted total
-46--636143231146Weighted total

-----------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
-----------------dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-1---*1*-*111--11Fairly satisfied
-%12%-%-%-%2%18%2%-%2%18%31%18%-%-%15%9%

-22--2221121211-2Very satisfied
-%55%44%-%-%43%82%43%100%28%82%69%82%100%100%-%40%

Don't Know (DO NOT READ
-13--3-3-3-----33OUT)
-%33%56%-%-%55%-%55%-%70%-%-%-%-%-%85%51%

-32--333113231113NET: Satisfied
-%67%44%-%-%45%100%45%100%30%100%100%100%100%100%15%49%

-----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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QV4a Other (1st) (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use QV4a Other (1st) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
-42163-666564--336Unweighted total
-33164-666464--336Weighted total

------------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
------------------dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-1--1--11111*--**1Fairly satisfied
-%16%-%-%9%-%-%9%9%9%12%9%3%-%-%4%4%9%

-11-21-222222--222Very satisfied
-%36%45%-%40%28%-%40%40%40%55%40%58%-%-%96%96%40%

Don't Know (DO NOT READ
-21133-333132----3OUT)
-%48%55%100%51%72%-%51%51%51%33%51%39%-%-%-%-%51%

-21-31-333333--333NET: Satisfied
-%52%45%-%49%28%-%49%49%49%67%49%61%-%-%100%100%49%

------------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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QV4a Other (1st) (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use QV4a Other (1st) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
4231-4-6244-26Unweighted total
4231-4-6333-36Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
--------------dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

***--*-1-11--1Fairly satisfied
3%23%4%-%-%3%-%9%-%16%16%-%-%9%

2-11-2-2111-12Very satisfied
58%-%41%100%-%58%-%40%45%36%36%-%46%40%

Don't Know (DO NOT READ
212--2-3122-13OUT)

39%77%55%-%-%39%-%51%55%48%48%-%54%51%

3*11-3-3122-13NET: Satisfied
61%23%45%100%-%61%-%49%45%52%52%-%46%49%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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QV4a Other (1st) (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use QV4a Other (1st) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthother main provider

DecJunAprDissatisfiedSatisfiedTOTAL

*a*b*a*b*aSignificance Level: 95%
312-66Unweighted total
322-66Weighted total

------Very dissatisfied
-%-%-%-%-%-%

------Fairly dissatisfied
-%-%-%-%-%-%

Neither satisfied nor
------dissatisfied
-%-%-%-%-%-%

*-*-11Fairly satisfied
4%-%26%-%9%9%

1-1-22Very satisfied
44%-%74%-%40%40%

Don't Know (DO NOT READ
12--33OUT)

52%100%-%-%51%51%

1-2-33NET: Satisfied
48%-%100%-%49%49%

------NET: Dissatisfied
-%-%-%-%-%-%

Columns Tested: a,b - a,b

Ofcom; Business Postal Tracker
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QV4a Other (1st) (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use QV4a Other (1st) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
1-----------11Unweighted total
*-----------**Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
--------------dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Very satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
*-----------**OUT)

100%-%-%-%-%-%-%-%-%-%-%-%100%100%

--------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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QV4a Other (3rd) (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use QV4a Other (3rd) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
1-1--1------1-1Unweighted total
*-*--*------*-*Weighted total

---------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
---------------dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Very satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
*-*--*------*-*OUT)

100%-%100%-%-%100%-%-%-%-%-%-%100%-%100%

---------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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QV4a Other (3rd) (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use QV4a Other (3rd) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
-------1--1-----1Unweighted total
-------*--*-----*Weighted total

-----------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
-----------------dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Very satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
-------*--*-----*OUT)
-%-%-%-%-%-%-%100%-%-%100%-%-%-%-%-%100%

-----------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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QV4a Other (3rd) (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use QV4a Other (3rd) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
1--1-1-----11Unweighted total
*--*-*-----**Weighted total

-------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
-------------dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Very satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
*--*-*-----**OUT)

100%-%-%100%-%100%-%-%-%-%-%100%100%

-------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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QV4a Other (3rd) (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use QV4a Other (3rd) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
111--1---1-----11Unweighted total
***--*---*-----**Weighted total

-----------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
-----------------dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Very satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
***--*---*-----**OUT)

100%100%100%-%-%100%-%-%-%100%-%-%-%-%-%100%100%

-----------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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QV4a Other (3rd) (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use QV4a Other (3rd) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
-1-111-111-1-----1Unweighted total
-*-***-***-*-----*Weighted total

------------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
------------------dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Fairly satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Very satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
-*-***-***-*-----*OUT)
-%100%-%100%100%100%-%100%100%100%-%100%-%-%-%-%-%100%

------------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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QV4a Other (3rd) (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use QV4a Other (3rd) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
-1-----11-1--1Unweighted total
-*-----**-*--*Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
--------------dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Very satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
-*-----**-*--*OUT)
-%100%-%-%-%-%-%100%100%-%100%-%-%100%

--------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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QV4a Other (3rd) (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use QV4a Other (3rd) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
Monthother main provider

JunDissatisfiedSatisfiedTOTAL

*a*b*aSignificance Level: 95%
1-11Unweighted total
*-**Weighted total

----Very dissatisfied
-%-%-%-%

----Fairly dissatisfied
-%-%-%-%

Neither satisfied nor
----dissatisfied
-%-%-%-%

----Fairly satisfied
-%-%-%-%

----Very satisfied
-%-%-%-%

Don't Know (DO NOT READ
*-**OUT)

100%-%100%100%

----NET: Satisfied
-%-%-%-%

----NET: Dissatisfied
-%-%-%-%

Columns Tested: a,b

Ofcom; Business Postal Tracker
Table 194  (continuation)                                                                                                                                                                      Page 1723

QV4a Other (3rd) (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use QV4a Other (3rd) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
1921324142112225Unweighted total
241*125*72122227Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2-*----2-----3Fairly dissatisfied
10%-%100%-%-%-%-%32%-%-%-%-%-%10%

Neither satisfied nor
--------------dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

8--1-**21-22-9Fairly satisfied
33%-%-%100%-%4%100%32%49%-%100%100%-%34%

121--25-*11--212Very satisfied
47%100%-%-%100%96%-%3%51%100%-%-%100%46%

Don't Know (DO NOT READ
2------2-----2OUT)

10%-%-%-%-%-%-%32%-%-%-%-%-%9%

201-125*32122222NET: Satisfied
81%100%-%100%100%100%100%35%100%100%100%100%100%81%

2-*----2-----3NET: Dissatisfied
10%-%100%-%-%-%-%32%-%-%-%-%-%10%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
Table 195                                                                                                                                                                                      Page 1724

QV4b Other (1st) (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use QV4b Other (1st) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
14116-331971112-3-25Unweighted total
12141-*12582111-3-27Weighted total

---------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

3-----32--*---3Fairly dissatisfied
23%-%-%-%-%-%11%29%-%-%50%-%-%-%10%

Neither satisfied nor
---------------dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

371-**83-4*---9Fairly satisfied
21%46%68%-%100%47%33%38%-%38%50%-%-%-%34%

75*--*123-7--3-12Very satisfied
57%37%32%-%-%53%47%33%-%62%-%-%100%-%46%

Don't Know (DO NOT READ
-2----2-2-----2OUT)
-%17%-%-%-%-%9%-%100%-%-%-%-%-%9%

10121-*1206-11*-3-22NET: Satisfied
77%83%100%-%100%100%80%71%-%100%50%-%100%-%81%

3-----32--*---3NET: Dissatisfied
23%-%-%-%-%-%11%29%-%-%50%-%-%-%10%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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QV4b Other (1st) (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use QV4b Other (1st) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
-1-32581861187-431025Unweighted total
-*-413112052207-431127Weighted total

-----------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----*-23--3--2-*3Fairly dissatisfied
-%-%-%-%80%-%21%14%-%-%14%-%-%54%-%4%10%

Neither satisfied nor
-----------------dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-1*1172-72-1229Fairly satisfied
-%100%-%33%20%39%13%36%45%-%36%29%-%13%50%17%34%

---2-25103-103-12612Very satisfied
-%-%-%67%-%61%45%50%55%-%50%36%-%34%50%58%46%

Don't Know (DO NOT READ
------2--2-2---22OUT)
-%-%-%-%-%-%21%-%-%100%-%34%-%-%-%21%9%

-*-4*36175-175-23822NET: Satisfied
-%100%-%100%20%100%58%86%100%-%86%66%-%46%100%75%81%

----*-23--3--2-*3NET: Dissatisfied
-%-%-%-%80%-%21%14%-%-%14%-%-%54%-%4%10%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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QV4b Other (1st) (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use QV4b Other (1st) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
223-1411121363231025Unweighted total
225-141314136334927Weighted total

-------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-3-2*2*----33Fairly dissatisfied
-%11%-%17%3%17%3%-%-%-%-%32%10%

Neither satisfied nor
-------------dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-9-55644*-329Fairly satisfied
-%37%-%33%35%40%28%72%6%-%67%23%34%

211-76662331412Very satisfied
100%43%-%50%43%43%50%28%94%100%33%45%46%

Don't Know (DO NOT READ
-2--2-2-----2OUT)
-%9%-%-%18%-%19%-%-%-%-%-%9%

220-111012106334622NET: Satisfied
100%79%-%83%78%83%78%100%100%100%100%68%81%

-3-2*2*----33NET: Dissatisfied
-%11%-%17%3%17%3%-%-%-%-%32%10%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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QV4b Other (1st) (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use QV4b Other (1st) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
623203-211316722161116144625Unweighted total
625193-21111952313713134827Weighted total

-----------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-33--333*3****-23Fairly dissatisfied
-%11%15%-%-%13%26%15%8%12%3%6%3%3%-%29%10%

Neither satisfied nor
-----------------dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

3953-634393237**9Fairly satisfied
46%36%27%100%-%29%23%24%62%38%20%32%20%53%12%1%34%

31111--1261221175763312Very satisfied
54%44%58%-%-%58%51%61%30%49%58%62%58%43%88%41%46%

Don't Know (DO NOT READ
-2--------2-2--22OUT)
-%10%-%-%-%-%-%-%-%-%18%-%18%-%-%29%9%

620163-1981652010710134322NET: Satisfied
100%79%85%100%-%87%74%85%92%88%78%94%78%97%100%42%81%

-33--333*3****-23NET: Dissatisfied
-%11%15%-%-%13%26%15%8%12%3%6%3%3%-%29%10%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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QV4b Other (1st) (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use QV4b Other (1st) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
11310102417-25242522251911121825Unweighted total
*131392414-27242722271912101827Weighted total

------------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*233*-333333---33Fairly dissatisfied
-%3%18%33%11%3%-%10%11%10%12%10%15%-%-%-%15%10%

Neither satisfied nor
------------------dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*27173-999996--559Fairly satisfied
100%12%52%12%28%22%-%34%38%34%41%34%33%-%-%46%29%34%

-8451211-12121211128126812Very satisfied
-%66%31%56%51%75%-%46%51%46%47%46%40%100%100%54%43%46%

Don't Know (DO NOT READ
-2--2--2-2-22---22OUT)
-%19%-%-%10%-%-%9%-%9%-%9%12%-%-%-%13%9%

*101161914-22222220221412101322NET: Satisfied
100%78%82%67%79%97%-%81%89%81%88%81%73%100%100%100%72%81%

-*233*-333333---33NET: Dissatisfied
-%3%18%33%11%3%-%10%11%10%12%10%15%-%-%-%15%10%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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QV4b Other (1st) (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use QV4b Other (1st) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
196158114-251015143825Unweighted total
198169*16-2710161241027Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-33--3-3*2*-23Fairly dissatisfied
-%37%17%-%-%18%-%10%4%14%3%-%23%10%

Neither satisfied nor
--------------dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

8163*4-9274329Fairly satisfied
40%19%36%38%100%27%-%34%16%45%35%63%22%34%

9356-6-126751612Very satisfied
48%44%32%62%-%40%-%46%56%40%43%37%55%46%

Don't Know (DO NOT READ
2-2--2-22-2--2OUT)

12%-%15%-%-%15%-%9%23%-%19%-%-%9%

175119*11-22714104822NET: Satisfied
88%63%68%100%100%67%-%81%73%86%78%100%77%81%

-33--3-3*2*-23NET: Dissatisfied
-%37%17%-%-%18%-%10%4%14%3%-%23%10%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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QV4b Other (1st) (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use QV4b Other (1st) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthother main provider

DecNovOctJunMayAprDissatisfiedSatisfiedTOTAL

*c*b*a*c*b*a*b*aSignificance Level: 95%
83391112225Unweighted total
95461122227Weighted total

---------Very dissatisfied
-%-%-%-%-%-%-%-%-%

2--*--2-3Fairly dissatisfied
26%-%-%7%-%-%100%-%10%

Neither satisfied nor
---------dissatisfied
-%-%-%-%-%-%-%-%-%

25*11--89Fairly satisfied
27%92%5%10%100%-%-%34%34%

4*15-1-1212Very satisfied
47%8%33%83%-%100%-%55%46%

Don't Know (DO NOT READ
--2----22OUT)
-%-%62%-%-%-%-%11%9%

751611-2022NET: Satisfied
74%100%38%93%100%100%-%89%81%

2--*--2-3NET: Dissatisfied
26%-%-%7%-%-%100%-%10%

Columns Tested: a,b - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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QV4b Other (1st) (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use QV4b Other (1st) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
61--1--31--1-7Unweighted total
9*--1--51--1-9Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
2------2-----2dissatisfied

27%-%-%-%-%-%-%48%-%-%-%-%-%25%

--------------Fairly satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

6*--1--31--1-7Very satisfied
73%100%-%-%100%-%-%52%100%-%-%100%-%75%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

6*--1--31--1-7NET: Satisfied
73%100%-%-%100%-%-%52%100%-%-%100%-%75%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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QV4b Other (2nd) (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use QV4b Other (2nd) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
341--161-5----7Unweighted total
45*--*92-5----9Weighted total

---------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
-2----2--2----2dissatisfied
-%45%-%-%-%-%26%-%-%43%-%-%-%-%25%

---------------Fairly satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

43*--*72-3----7Very satisfied
100%55%100%-%-%100%74%100%-%57%-%-%-%-%75%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

43*--*72-3----7NET: Satisfied
100%55%100%-%-%100%74%100%-%57%-%-%-%-%75%

---------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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QV4b Other (2nd) (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use QV4b Other (2nd) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
---1--552-52-1-37Unweighted total
---1--672-72-2-39Weighted total

-----------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
-------2--2-----2dissatisfied
-%-%-%-%-%-%-%32%-%-%32%-%-%-%-%-%25%

-----------------Fairly satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---1--652-52-2-37Very satisfied
-%-%-%100%-%-%100%68%100%-%68%100%-%100%-%100%75%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---1--652-52-2-37NET: Satisfied
-%-%-%100%-%-%100%68%100%-%68%100%-%100%-%100%75%

-----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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QV4b Other (2nd) (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use QV4b Other (2nd) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
-7-43432-1137Unweighted total
-9-45543-1149Weighted total

-------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
-2--2-22----2dissatisfied
-%25%-%-%47%-%59%92%-%-%-%-%25%

-------------Fairly satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-7-4352*-1147Very satisfied
-%75%-%100%53%100%41%8%-%100%100%100%75%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-7-4352*-1147NET: Satisfied
-%75%-%100%53%100%41%8%-%100%100%100%75%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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QV4b Other (2nd) (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use QV4b Other (2nd) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
275--725-74244117Unweighted total
497--948-93135*29Weighted total

-----------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
222--2-2-2---2--2dissatisfied

66%25%36%-%-%25%-%31%-%25%-%-%-%47%-%-%25%

-----------------Fairly satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

174--745-73133*27Very satisfied
34%75%64%-%-%75%100%69%-%75%100%100%100%53%100%100%75%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

174--745-73133*27NET: Satisfied
34%75%64%-%-%75%100%69%-%75%100%100%100%53%100%100%75%

-----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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QV4b Other (2nd) (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use QV4b Other (2nd) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
-25274-777777--467Unweighted total
-28494-999999--589Weighted total

------------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
--2-2--222222--222dissatisfied
-%-%31%-%25%-%-%25%25%25%25%25%25%-%-%47%29%25%

------------------Fairly satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-25474-777777--367Very satisfied
-%100%69%100%75%100%-%75%75%75%75%75%75%-%-%53%71%75%

Don't Know (DO NOT READ
------------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-25474-777777--367NET: Satisfied
-%100%69%100%75%100%-%75%75%75%75%75%75%-%-%53%71%75%

------------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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QV4b Other (2nd) (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use QV4b Other (2nd) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
5261-6-7344-37Unweighted total
5481-8-9364-59Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
2-2--2-2-22--2dissatisfied

43%-%29%-%-%29%-%25%-%37%56%-%-%25%

--------------Fairly satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

3461-6-7342-57Very satisfied
57%100%71%100%-%71%-%75%100%63%44%-%100%75%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

3461-6-7342-57NET: Satisfied
57%100%71%100%-%71%-%75%100%63%44%-%100%75%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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QV4b Other (2nd) (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use QV4b Other (2nd) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthother main provider

DecNovOctJunDissatisfiedSatisfiedTOTAL

*c*b*a*a*b*aSignificance Level: 95%
2212157Unweighted total
4311259Weighted total

-------Very dissatisfied
-%-%-%-%-%-%-%

-------Fairly dissatisfied
-%-%-%-%-%-%-%

Neither satisfied nor
-2---22dissatisfied
-%84%-%-%-%43%25%

-------Fairly satisfied
-%-%-%-%-%-%-%

4*11237Very satisfied
100%16%100%100%100%57%75%

Don't Know (DO NOT READ
-------OUT)
-%-%-%-%-%-%-%

4*11237NET: Satisfied
100%16%100%100%100%57%75%

-------NET: Dissatisfied
-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c

Ofcom; Business Postal Tracker
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QV4b Other (2nd) (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use QV4b Other (2nd) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 18/01/16



QV4b OtherQV4b OtherQV4a OtherQV4a OtherTNT PostTNTPitneyDXFedExHermesParcelforceYodelUPSUK MailTNTDHL
(2nd)(1st)(3rd)(1st)UKExpressBowes

*p*o*n*m*l*k*j*i*hgf*ed*c*baSignificance Level: 95%
72516274152732551335112535Unweighted total
927*6263112645481132121738Weighted total

-----2---2-*---*Very dissatisfied
-%-%-%-%-%26%-%-%-%4%-%2%-%-%-%1%

-3--22----51--1-Fairly dissatisfied
-%10%-%-%90%28%-%-%-%-%10%11%-%-%4%-%

Neither satisfied nor
2----*-*12414334dissatisfied

25%-%-%-%-%7%-%2%5%4%8%13%12%26%18%9%

-9-1*225820184107721Fairly satisfied
-%34%-%9%10%38%83%44%29%45%38%37%32%58%42%55%

712-2-**51821214182611Very satisfied
75%46%-%40%-%2%17%50%67%48%44%37%56%16%36%29%

a

Don't Know (DO NOT READ
-2*3---*--40----2OUT)
-%9%100%51%-%-%-%4%-%-%82%-%-%-%-%6%

adg

722-3*33102542582891332NET: Satisfied
75%81%-%49%10%40%100%94%95%93%10%74%88%74%78%84%

fff

-3--23---2-1--1*NET: Dissatisfied
-%10%-%-%90%54%-%-%-%4%-%13%-%-%4%1%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m,n,o,p
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QOP5B. SUMMARY. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
734143167156827882106907164100611200Unweighted total

103250615784931821888670134123721200Weighted total

3012*131032153134Disagree very strongly
3%2%3%1%2%4%5%2%2%2%4%3%2%3%

j

692334317174287777Disagree
7%4%5%5%5%4%10%9%4%3%6%5%9%6%

Neither Agree nor
343191814252854622817544332394disagree

33%37%30%24%29%30%30%33%32%24%40%35%44%33%

jdjdjjdjk

363212320323361613030385126426Agree
35%41%38%35%38%35%34%33%35%43%28%42%36%36%

2067151919223442222025176248Agree very strongly
20%15%24%34%23%24%19%22%25%29%19%14%8%21%

aablabcfglmaaaababl

Don't Know (DO NOT READ
21--123521-52-22OUT)

2%-%-%2%3%3%3%1%1%-%4%1%-%2%

klklklkl

5692838395155951035250636832674NET: Agree
55%56%63%69%61%59%52%55%60%72%47%55%44%56%

acabcfglmaabcfglm

993535727205313108110NET: Disagree
10%7%8%6%6%7%15%11%6%4%10%8%11%9%

dj

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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QAP1. On a scale  of 1 to 5 where 5 is agree very strongly and 1 is disagree very strongly, please tell me how strongly you agree or disagree that mail services in the UK provide good value for money
Base: All Respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

baedcbagfed*cbaSignificance Level: 95%
68551529250581849084865428095161161191200Unweighted total
62357748893011524625930989161031191200Weighted total

24101**13221282-*-34Disagree very strongly
4%2%3%4%1%3%3%4%4%3%2%-%*%-%3%

aaba

403641127330921326577Disagree
6%6%7%8%10%6%6%7%15%7%4%10%6%5%6%

adeg

Neither Agree nor
18520916241037816920962663332394disagree

30%36%33%29%38%32%33%37%34%31%30%38%32%26%33%

ba

220206183312409158171043664542426Agree
35%36%37%38%31%38%35%34%30%34%40%36%43%35%36%

14510310226238788762011937248Agree very strongly
23%18%20%21%20%20%21%17%13%25%23%9%18%31%21%

agbfg

Don't Know (DO NOT READ
913----2273411-322OUT)
1%2%-%-%-%-%2%1%5%1%1%7%-%3%2%

eb

365309275518647235251805676379674NET: Agree
59%54%57%59%51%58%56%51%43%58%63%45%61%66%56%

ffgfgfg

644651131055111296275110NET: Disagree
10%8%10%12%11%10%9%11%19%9%6%10%6%5%9%

aabde

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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QAP1. On a scale  of 1 to 5 where 5 is agree very strongly and 1 is disagree very strongly, please tell me how strongly you agree or disagree that mail services in the UK provide good value for money
Base: All Respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*gfedcbacbaba*dcbaSignificance Level: 95%
24362971472236063085893033088922985744791200Unweighted total
3163460142212712240622338240960564575801200Weighted total

-1*6312291410924-421734Disagree very strongly
-%3%1%10%2%*%3%4%2%3%4%3%-%6%4%3%3%

babceb

2363167392336172354*533977Disagree
84%20%18%5%11%3%5%10%6%5%10%6%3%7%5%7%6%

abdabdababa

Neither Agree nor
*411114778238762171017631832115177394disagree

16%23%32%19%33%37%33%32%35%30%32%33%53%33%25%30%33%

ddd

-59244876259892131248933712921211426Agree
-%32%25%39%34%36%36%37%34%37%37%35%26%45%37%36%36%

-381328471413813179382101615127248Agree very strongly
-%21%24%21%20%22%20%16%21%23%16%22%17%9%26%22%21%

cbcc

Don't Know (DO NOT READ
---3-3134117418--11022OUT)
-%-%-%5%-%1%2%2%2%2%2%2%-%-%3%2%2%

ac

-917377712440012734420312754723536338674NET: Agree
-%53%49%61%54%58%56%53%55%60%53%57%43%54%63%58%56%

2469188613350273378*9555110NET: Disagree
84%24%19%15%13%4%9%14%8%8%14%8%3%13%9%10%9%

abababbbaba
Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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QAP1. On a scale  of 1 to 5 where 5 is agree very strongly and 1 is disagree very strongly, please tell me how strongly you agree or disagree that mail services in the UK provide good value for money
Base: All Respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cbababa*e*dcbaSignificance Level: 95%
142749111421057981101292642644921200Unweighted total

828690615310461071092242440634911200Weighted total

-1024429429-25*1234Disagree very strongly
-%3%3%3%3%4%3%-%7%12%1%2%3%

ab

-19584735725*513477Disagree
-%7%6%2%7%5%7%22%2%12%2%7%6%

bb

Neither Agree nor
21002915334032361831124167394disagree

22%35%32%35%32%30%33%35%11%29%38%34%33%

510331867359483799141522158426Agree
66%36%35%44%34%45%35%37%58%37%35%32%36%

aa

152195232251523225413111248Agree very strongly
12%18%22%15%22%14%21%6%22%11%20%23%21%

Don't Know (DO NOT READ
-219219219---2922OUT)
-%1%2%2%2%2%2%-%-%-%4%2%2%

6155513905856361110201935269674NET: Agree
78%54%57%59%56%59%56%44%80%48%55%55%56%

-298281029101529246110NET: Disagree
-%10%9%5%10%9%9%22%9%24%3%9%9%

ab

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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QAP1. On a scale  of 1 to 5 where 5 is agree very strongly and 1 is disagree very strongly, please tell me how strongly you agree or disagree that mail services in the UK provide good value for money
Base: All Respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
13311374213009342819259398523113273511043422066431200Unweighted total
10111324172866346788266361522111567010823252196431200Weighted total

329123-15191514182716251151534Disagree very strongly
3%3%3%1%-%4%2%6%4%4%2%2%2%3%2%2%3%

cabcg

12733419*276016253672536930133277Disagree
12%6%8%6%8%8%8%6%7%7%6%8%6%9%6%5%6%

ba

Neither Agree nor
30381117951117258871121753742123588475231394disagree
30%34%28%33%11%34%33%33%31%34%34%32%33%26%34%36%33%

acc

4040114810211132659812717739424938712882212426Agree
39%35%36%36%20%33%34%37%35%34%35%37%36%39%37%33%36%

a

17231985537417250761122331332266534149248Agree very strongly
16%20%24%19%61%21%22%19%21%21%21%20%21%20%15%23%21%

b

Don't Know (DO NOT READ
-18812--14-7416716711322OUT)
-%2%2%4%-%-%2%-%2%1%1%1%1%2%5%1%2%

affaa

566312471575187437148203289627383613193116361674NET: Agree
56%56%59%55%81%54%55%56%56%55%56%57%57%59%53%56%56%

151024622*4279313954996994401747110NET: Disagree
15%9%11%8%8%12%10%12%11%10%9%10%9%12%8%7%9%

ba
Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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QAP1. On a scale  of 1 to 5 where 5 is agree very strongly and 1 is disagree very strongly, please tell me how strongly you agree or disagree that mail services in the UK provide good value for money
Base: All Respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbac*babaSignificance Level: 95%
116931149183115572141169946117610171166108316667749011200Unweighted total
11891216516711497056117093311749861165109317627398831200Weighted total

817873220-342433293326-5192234Disagree very strongly
7%2%5%4%3%3%-%3%3%3%3%3%2%-%8%3%2%3%

bbc

10521597343-756874707368-7515577Disagree
8%6%9%5%6%6%-%6%7%6%7%6%6%-%11%7%6%6%

Neither Agree nor
512964770377252-389311388343383358821257305394disagree
43%32%28%42%33%36%-%33%33%33%35%33%33%45%34%35%34%33%

abb

2432968574072466410324413341412385623273295426Agree
20%36%41%34%35%35%100%35%35%35%35%35%35%38%38%37%33%36%

cc

222022421243136-24119324518924423736127191248Agree very strongly
19%22%15%13%21%19%-%21%21%21%19%21%22%17%9%17%22%21%

accab

Don't Know (DO NOT READ
31623178-221321142119--121522OUT)
3%2%1%2%1%1%-%2%1%2%1%2%2%-%-%2%2%2%

4653192786503826651517658530656622929400486674NET: Agree
39%58%56%47%57%54%100%56%55%56%54%56%57%55%47%54%55%56%

ccc

1869231610563-109931079910695-126977110NET: Disagree
15%8%14%9%9%9%-%9%10%9%10%9%9%-%20%9%9%9%

bbc
Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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QAP1. On a scale  of 1 to 5 where 5 is agree very strongly and 1 is disagree very strongly, please tell me how strongly you agree or disagree that mail services in the UK provide good value for money
Base: All Respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

bababababacbaSignificance Level: 95%
1714596222359960941106480720102967991200Unweighted total
167379742186893811110894737271026651031200Weighted total

4522121110430429246334Disagree very strongly
2%15%2%6%15%1%4%3%1%4%2%10%3%3%

bbabc

104562110387703344628777Disagree
6%10%6%10%15%4%6%6%7%6%6%12%7%6%

bac

Neither Agree nor
52133078422268383561492443401931394disagree
31%35%32%38%33%29%34%33%32%34%33%30%30%33%

b

71103546810376393871592673582145426Agree
42%28%36%31%15%40%35%36%34%37%35%32%44%36%

b

285220271023324224120128224816248Agree very strongly
17%13%23%12%15%25%21%21%25%18%22%12%16%21%

aa

Don't Know (DO NOT READ
2-166513*21715192-22OUT)
1%-%2%3%7%1%*%2%1%2%2%4%-%2%

a

99155749520610626122793955822962674NET: Agree
59%40%59%43%30%65%56%56%59%54%57%45%60%56%

aab

14977332148111003773861410110NET: Disagree
8%25%8%15%30%5%10%9%8%10%8%22%10%9%

bbaac

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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QAP1. On a scale  of 1 to 5 where 5 is agree very strongly and 1 is disagree very strongly, please tell me how strongly you agree or disagree that mail services in the UK provide good value for money
Base: All Respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthMonthother main provider

DecNovOctJunMayAprMarFebJanDissatisfiedSatisfiedTOTAL

cbacbacba*baSignificance Level: 95%
141112144245956012317011041881200Unweighted total
145132120247975614116210061751200Weighted total

35691*4131434Disagree very strongly
2%4%5%4%1%1%3%1%3%23%2%3%

883137-12141121077Disagree
6%6%3%5%7%-%9%9%11%37%6%6%

a

Neither Agree nor
543232593726545544356394disagree
37%24%27%24%38%46%38%34%44%40%32%33%

bcc

4843511044015425132-77426Agree
33%32%43%42%42%26%30%32%32%-%44%36%

aa

31412453121627379-26248Agree very strongly
21%31%20%21%12%28%19%23%9%-%15%21%

abbaa

Don't Know (DO NOT READ
*448--24--222OUT)
*%3%3%3%-%-%1%2%-%-%1%2%

7984751575230698841-103674NET: Agree
55%63%62%64%53%53%49%54%41%-%59%56%

a

11139239*171514414110NET: Disagree
8%10%8%9%9%1%12%9%15%60%8%9%

aa
Columns Tested: a,b - a,b,c - a,b,c - a,b,c
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QAP1. On a scale  of 1 to 5 where 5 is agree very strongly and 1 is disagree very strongly, please tell me how strongly you agree or disagree that mail services in the UK provide good value for money
Base: All Respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
734143167156827882106907164100611200Unweighted total

103250615784931821888670134123721200Weighted total

147477918233671315188165Increase
14%7%11%13%11%19%13%19%8%18%11%15%11%14%

lelelel

777434844686513412772501169054912Stay about the same
75%87%78%78%81%70%74%68%84%72%86%73%75%76%

abdfghmffhbdfhm

10336561022228731510118Decrease
10%6%10%9%7%11%12%12%9%10%2%12%14%10%

ccccccc

Don't Know (DO NOT READ
5-*---23---*-6OUT)
1%-%1%-%-%-%1%1%-%-%-%*%-%*%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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QS1. In the next 12 months, do you anticipate the volume of mail your organisation sends to increase, decrease or stay about the same?
Base: All Respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

baedcbagfed*cbaSignificance Level: 95%
68551529250581849084865428095161161191200Unweighted total
62357748893011524625930989161031191200Weighted total

80856124158618595-207165Increase
13%15%13%10%17%12%14%13%14%19%6%-%19%5%14%

aadgad

4784343767248753524722769167894912Stay about the same
77%75%77%75%70%79%76%76%79%74%78%96%75%79%76%

6255511311349420121618118Decrease
10%10%10%15%10%9%10%11%7%7%13%4%5%15%10%

bebe

Don't Know (DO NOT READ
33*-*-5*-33---6OUT)
*%1%*%-%2%-%*%*%-%1%3%-%-%-%*%

bg
Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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QS1. In the next 12 months, do you anticipate the volume of mail your organisation sends to increase, decrease or stay about the same?
Base: All Respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*gfedcbacbaba*dcbaSignificance Level: 95%
24362971472236063085893033088922985744791200Unweighted total
3163460142212712240622338240960564575801200Weighted total

3713101528806871266896110890165Increase
100%45%37%17%11%13%11%28%11%8%28%10%14%16%14%16%14%

abcdabcdaba

-7184410715257215447428415475844738424912Stay about the same
-%43%52%74%76%72%80%64%76%84%64%79%73%73%66%73%76%

efefefbefcbcb

-24620295717722817101171161118Decrease
-%10%11%9%14%14%8%7%12%8%7%10%13%11%20%10%10%

aaca

Don't Know (DO NOT READ
-*---33*5-*5-*-56OUT)
-%1%-%-%-%1%*%*%1%-%*%1%-%1%-%1%*%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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QS1. In the next 12 months, do you anticipate the volume of mail your organisation sends to increase, decrease or stay about the same?
Base: All Respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cbababa*e*dcbaSignificance Level: 95%
142749111421057981101292642644921200Unweighted total

828690615310461071092242440634911200Weighted total

370924511939126117151672165Increase
36%25%10%30%11%36%11%47%31%37%26%15%14%

aaaaa

5194714928206384912172543361912Stay about the same
61%68%79%60%78%59%78%50%69%62%69%73%76%

bbb

*20981310551121-*155118Decrease
3%7%11%8%10%5%10%3%-%1%1%11%10%

bc

Don't Know (DO NOT READ
-3323-6-*-236OUT)
-%1%*%2%*%-%1%-%1%-%4%1%*%

aa
Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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QS1. In the next 12 months, do you anticipate the volume of mail your organisation sends to increase, decrease or stay about the same?
Base: All Respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
13311374213009342819259398523113273511043422066431200Unweighted total
10111324172866346788266361522111567010823252196431200Weighted total

28153723518693675610714095135673855165Increase
28%14%17%12%13%25%12%25%16%21%13%14%12%21%17%9%14%

abcabcegabcegaa

668623062141240604182265364859508831230158516912Stay about the same
66%76%73%75%23%69%77%69%73%70%77%76%77%71%72%80%76%

cdfdfdfdfbc

711136344178715404711061110222372118Decrease
7%10%9%12%63%5%11%5%11%9%10%9%10%7%10%11%10%

affffc

Don't Know (DO NOT READ
-633-232136665-*6OUT)
-%1%1%1%-%1%*%1%*%1%1%1%1%2%-%*%*%

a
Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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QS1. In the next 12 months, do you anticipate the volume of mail your organisation sends to increase, decrease or stay about the same?
Base: All Respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbac*babaSignificance Level: 95%
116931149183115572141169946117610171166108316667749011200Unweighted total
11891216516711497056117093311749861165109317627398831200Weighted total

--1653315210031591391611331581452798110165Increase
-%-%100%19%13%14%42%14%15%14%13%14%13%10%12%13%12%14%

bcb

-912-1198815261897697895756890846947556685912Stay about the same
-%100%-%71%77%75%21%77%75%76%77%76%77%53%77%75%78%76%

ac

118--1511376-111941149311499478085118Decrease
100%-%-%9%10%11%-%10%10%10%9%10%9%21%12%11%10%10%

ab

Don't Know (DO NOT READ
---*3323333333-636OUT)
-%-%-%*%*%*%37%*%*%*%*%*%*%16%-%1%*%*%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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QS1. In the next 12 months, do you anticipate the volume of mail your organisation sends to increase, decrease or stay about the same?
Base: All Respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

bababababacbaSignificance Level: 95%
1714596222359960941106480720102967991200Unweighted total
167379742186893811110894737271026651031200Weighted total

46141224012119216266991033030165Increase
28%37%13%18%18%13%2%15%14%14%10%46%29%14%

bbacc

1112175914842735988143795338123264912Stay about the same
66%57%78%68%62%78%88%75%80%73%79%50%62%76%

abaaab

728730147811107259310837118Decrease
4%6%9%14%20%8%10%10%5%13%10%4%7%10%

bab

Don't Know (DO NOT READ
3-6--5-6233-26OUT)
2%-%1%-%-%1%-%1%*%*%*%-%2%*%

c
Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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QS1. In the next 12 months, do you anticipate the volume of mail your organisation sends to increase, decrease or stay about the same?
Base: All Respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthMonthother main provider

DecNovOctJunMayAprMarFebJanDissatisfiedSatisfiedTOTAL

cbacbacba*baSignificance Level: 95%
141112144245956012317011041881200Unweighted total
145132120247975614116210061751200Weighted total

182214301610132715254165Increase
12%16%11%12%16%18%9%17%15%37%31%14%

11397881917541112118784112912Stay about the same
78%74%73%77%77%73%80%73%78%63%64%76%

151317256216177-7118Decrease
10%10%14%10%7%4%11%11%7%-%4%10%

Don't Know (DO NOT READ
--21-3----36OUT)
-%-%2%*%-%5%-%-%-%-%1%*%

bc

Columns Tested: a,b - a,b,c - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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QS1. In the next 12 months, do you anticipate the volume of mail your organisation sends to increase, decrease or stay about the same?
Base: All Respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
100112018111310217127145149Unweighted total
147477918233671315188165Weighted total

72343413131525310782Parcels and packets
49%80%63%38%45%73%57%43%37%40%17%54%80%50%

621333772346102-70Letters
42%27%48%47%29%36%32%63%63%50%66%11%-%42%

39113258131532-43Large letters
26%15%17%39%26%26%34%35%22%41%17%10%-%26%

Advertising and
promotional material,
such as catalogues,
brochures and direct

14*-*-1-3--53215mail
10%3%-%6%-%8%-%8%-%-%33%17%20%9%

Other everyday
correspondence, such as
invoices, one off bills

9-**11-2-12--9etc.
6%-%1%6%13%8%-%7%-%10%15%-%-%6%

Order fulfilment
(sending ordered goods

61--1-22-----6to customers)
4%15%-%-%13%-%10%7%-%-%-%-%-%4%

Publications, such as
magazines, periodicals,

1--*1--------2customer newsletters
1%-%-%6%13%-%-%-%-%-%-%-%-%1%

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

---*---------*customer packs etc
-%-%-%6%-%-%-%-%-%-%-%-%-%*%

Goods / business
supplies / large packets

--------------ordered via lorry
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Legal / accounts
--------------documents / tax forms
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2--*-------2-2Other (PLEASE SPECIFY)
1%-%-%7%-%-%-%-%-%-%-%9%-%1%

None of these (DO NOT
4--1--2----2-5READ OUT)
3%-%-%8%-%-%10%-%-%-%-%9%-%3%

Don't Know (DO NOT READ
**-----*-----*OUT)
*%3%-%-%-%-%-%1%-%-%-%-%-%*%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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QS1a. Are there any types of mail that you send in particular that you expect to see increased volumes in?
Base: All with increase at QS1

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
100112018111310217127145149Unweighted total
147477918233671315188165Weighted total

Refused (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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QS1a. Are there any types of mail that you send in particular that you expect to see increased volumes in?
Base: All with increase at QS1

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

bae*d*c*bag*fe*d*c*b*aSignificance Level: 95%
8168365922113558516-225149Unweighted total
80856124158618595-207165Weighted total

42403-128026*37--13282Parcels and packets
52%48%41%-%44%50%50%42%5%63%-%-%65%37%50%

g

3832311167317185-7170Letters
47%38%48%88%39%42%42%50%84%30%100%-%37%18%42%

e

22212**142147145-3143Large letters
28%25%26%46%17%25%26%22%82%24%84%-%16%18%26%

Advertising and
promotional material,
such as catalogues,
brochures and direct

77*-**1411-*1--215mail
9%9%7%-%22%3%9%18%-%1%27%-%-%25%9%

e

Other everyday
correspondence, such as
invoices, one off bills

54*-*-95-11--29etc.
6%5%2%-%6%-%6%8%-%1%27%-%-%37%6%

Order fulfilment
(sending ordered goods

6**--*6222----6to customers)
8%*%2%-%-%3%4%4%28%3%-%-%-%-%4%

a

Publications, such as
magazines, periodicals,

1*----2--*---12customer newsletters
2%1%-%-%-%-%1%-%-%1%-%-%-%19%1%

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

-*----*--*----*customer packs etc
-%1%-%-%-%-%*%-%-%1%-%-%-%-%*%

Goods / business
supplies / large packets

---------------ordered via lorry
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Legal / accounts
---------------documents / tax forms
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*2----2*-2----2Other (PLEASE SPECIFY)
1%2%-%-%-%-%1%1%-%3%-%-%-%-%1%

None of these (DO NOT
-5**--41-4----5READ OUT)
-%5%2%12%-%-%3%1%-%7%-%-%-%-%3%

b
Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Produced by OLR
OFC1885
Issue date: 18/01/16

Ofcom; Business Postal Tracker
Table 200  (continuation)                                                                                                                                                                      Page 1759

QS1a. Are there any types of mail that you send in particular that you expect to see increased volumes in?
Base: All with increase at QS1



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

bae*d*c*bag*fe*d*c*b*aSignificance Level: 95%
8168365922113558516-225149Unweighted total
80856124158618595-207165Weighted total

Don't Know (DO NOT READ
*-*-**-**-----*OUT)
1%-%7%-%22%3%-%1%1%-%-%-%-%-%*%

a

Refused (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
Table 200  (continuation)                                                                                                                                                                      Page 1760

QS1a. Are there any types of mail that you send in particular that you expect to see increased volumes in?
Base: All with increase at QS1

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*bacb*aba*d*c*baSignificance Level: 95%
211131517256068621968815131265149Unweighted total
3713101528806871266896110890165Weighted total

*432710484629846371673782Parcels and packets
16%47%27%18%46%36%60%67%41%30%67%38%74%63%87%41%50%

ba

3496139252135132149*214270Letters
100%56%72%58%88%32%32%31%50%52%31%50%24%21%17%46%42%

cb

34648612181871825*212343Large letters
100%52%44%39%54%23%15%27%25%28%27%26%24%20%9%25%26%

Advertising and
promotional material,
such as catalogues,
brochures and direct

--*--410365312-2*1115mail
-%-%3%-%-%15%12%4%9%21%4%12%-%24%5%13%9%

Other everyday
correspondence, such as
invoices, one off bills

-*----922527*2*69etc.
-%1%-%-%-%-%11%4%3%19%4%7%13%24%5%7%6%

Order fulfilment
(sending ordered goods

*-*-2-451-51-2-26to customers)
16%-%1%-%16%-%4%8%2%-%8%1%-%24%-%3%4%

Publications, such as
magazines, periodicals,

------2-*1-2--*-2customer newsletters
-%-%-%-%-%-%2%-%1%5%-%2%-%-%5%-%1%

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

------*-*--*--*-*customer packs etc
-%-%-%-%-%-%1%-%1%-%-%*%-%-%5%-%*%

Goods / business
supplies / large packets

-----------------ordered via lorry
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Legal / accounts
-----------------documents / tax forms
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----*-2-*2-2---22Other (PLEASE SPECIFY)
-%-%-%-%3%-%2%-%1%6%-%2%-%-%-%2%1%

None of these (DO NOT
-----23*4-*4---45READ OUT)
-%-%-%-%-%6%4%*%6%-%*%5%-%-%-%4%3%

c

Don't Know (DO NOT READ
---*-*-**-***---*OUT)
-%-%-%1%-%1%-%*%1%-%*%*%13%-%-%-%*%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Produced by OLR
OFC1885
Issue date: 18/01/16
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QS1a. Are there any types of mail that you send in particular that you expect to see increased volumes in?
Base: All with increase at QS1



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*bacb*aba*d*c*baSignificance Level: 95%
211131517256068621968815131265149Unweighted total
3713101528806871266896110890165Weighted total

Refused (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
Table 200  (continuation)                                                                                                                                                                      Page 1762

QS1a. Are there any types of mail that you send in particular that you expect to see increased volumes in?
Base: All with increase at QS1

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cbababa*e*d*c*baSignificance Level: 95%
558863411530119146111562149Unweighted total
370924511939126117151672165Weighted total

251294042384411710153582Parcels and packets
79%72%32%88%35%98%35%100%94%66%91%49%50%

aaa

117527621691-513470Letters
21%24%57%16%52%2%55%8%-%33%4%47%42%

bbb

112313411424*222043Large letters
21%17%34%6%34%2%34%36%6%16%9%27%26%

bbb

Advertising and
promotional material,
such as catalogues,
brochures and direct

-411212212*---615mail
-%5%12%5%10%6%10%3%-%-%-%8%9%

Other everyday
correspondence, such as
invoices, one off bills

-462727----49etc.
-%5%6%5%6%6%5%-%-%-%-%6%6%

Order fulfilment
(sending ordered goods

-2424241-2-46to customers)
-%3%4%5%3%6%3%5%-%16%-%5%4%

Publications, such as
magazines, periodicals,

-1*1*1*---1*2customer newsletters
-%2%*%3%*%3%*%-%-%-%8%1%1%

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

--*-*-*----**customer packs etc
-%-%*%-%*%-%*%-%-%-%-%1%*%

Goods / business
supplies / large packets

-------------ordered via lorry
-%-%-%-%-%-%-%-%-%-%-%-%-%

Legal / accounts
-------------documents / tax forms
-%-%-%-%-%-%-%-%-%-%-%-%-%

-2*-2-2----22Other (PLEASE SPECIFY)
-%2%1%-%2%-%2%-%-%-%-%2%1%

None of these (DO NOT
--5-5-5--2-25READ OUT)
-%-%5%-%4%-%4%-%-%16%-%3%3%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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QS1a. Are there any types of mail that you send in particular that you expect to see increased volumes in?
Base: All with increase at QS1

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cbababa*e*d*c*baSignificance Level: 95%
558863411530119146111562149Unweighted total
370924511939126117151672165Weighted total

Don't Know (DO NOT READ
--*-*-*----**OUT)
-%-%*%-%*%-%*%-%-%-%-%1%*%

Refused (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
Table 200  (continuation)                                                                                                                                                                      Page 1764

QS1a. Are there any types of mail that you send in particular that you expect to see increased volumes in?
Base: All with increase at QS1

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*cbac*bagfedcbacbaSignificance Level: 95%
2914176313749757629513396126633152149Unweighted total
28153723518693675610714095135673855165Weighted total

1475449-693953227258355441132382Parcels and packets
49%49%61%27%-%80%42%80%39%67%41%37%40%62%35%42%50%

cabcegabcegab

12682525*145210303268486825212470Letters
42%44%35%73%53%16%57%15%54%30%48%50%50%37%54%43%42%

adfdffdfdfdf

12371414-14267182041403718141243Large letters
45%24%20%40%-%16%28%10%32%19%29%42%28%27%36%21%26%

afffadfgf

Advertising and
promotional material,
such as catalogues,
brochures and direct

*1541-684841271217715mail
2%9%6%2%-%7%8%6%14%4%9%8%9%1%18%13%9%

dcc

Other everyday
correspondence, such as
invoices, one off bills

-942-272337572259etc.
-%6%5%5%-%3%7%4%5%3%5%5%5%2%6%9%6%

Order fulfilment
(sending ordered goods

163--624*63334-26to customers)
2%4%4%-%-%8%3%6%*%6%2%3%2%6%-%4%4%

Publications, such as
magazines, periodicals,

-2-*-12112212*-12customer newsletters
-%1%-%1%-%1%2%2%2%2%1%1%1%1%-%2%1%

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

-*-*--*--**-**--*customer packs etc
-%*%-%1%-%-%*%-%-%*%*%-%*%1%-%-%*%

Goods / business
supplies / large packets

-----------------ordered via lorry
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Legal / accounts
-----------------documents / tax forms
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-222--**-22-2--22Other (PLEASE SPECIFY)
-%1%3%5%-%-%1%1%-%2%2%-%2%-%-%4%1%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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QS1a. Are there any types of mail that you send in particular that you expect to see increased volumes in?
Base: All with increase at QS1

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*cbac*bagfedcbacbaSignificance Level: 95%
2914176313749757629513396126633152149Unweighted total
28153723518693675610714095135673855165Weighted total

None of these (DO NOT
-51*-414-55551225READ OUT)
-%3%1%1%-%5%1%6%-%4%3%5%3%1%6%3%3%

g

Don't Know (DO NOT READ
-****-*-*-***-***OUT)
-%*%*%*%47%-%*%-%1%-%*%*%*%-%*%1%*%

Refused (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
Table 200  (continuation)                                                                                                                                                                      Page 1766

QS1a. Are there any types of mail that you send in particular that you expect to see increased volumes in?
Base: All with increase at QS1

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*bacba*fedcbac*b*abaSignificance Level: 95%
--1493113997114512514713014512621190106149Unweighted total
--1653315210031591391611331581452798110165Weighted total

--82157856-797882677870*2494682Parcels and packets
-%-%50%46%51%56%-%50%56%51%51%50%48%26%26%50%42%50%

--70156739-70527060706225425870Letters
-%-%42%45%44%39%-%44%38%43%45%44%43%100%63%43%52%42%

--4384020-43364340433823223243Large letters
-%-%26%26%27%20%-%27%26%27%30%27%26%100%42%22%29%26%

Advertising and
promotional material,
such as catalogues,
brochures and direct

--152117312812101215--51115mail
-%-%9%7%8%7%100%7%6%7%8%7%10%-%-%5%10%9%

Other everyday
correspondence, such as
invoices, one off bills

--9296-969999--389etc.
-%-%6%7%6%6%-%6%4%6%7%6%6%-%-%3%7%6%

Order fulfilment
(sending ordered goods

--6362-646666**166to customers)
-%-%4%9%4%2%-%4%3%4%5%4%4%26%1%1%6%4%

b

Publications, such as
magazines, periodicals,

--2-2*-222222--1*2customer newsletters
-%-%1%-%1%*%-%1%1%1%1%1%1%-%-%1%*%1%

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

--*-**-******---**customer packs etc
-%-%*%-%*%*%-%*%*%*%*%*%*%-%-%-%*%*%

Goods / business
supplies / large packets

------------------ordered via lorry
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Legal / accounts
------------------documents / tax forms
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--2-22-222*22-*2*2Other (PLEASE SPECIFY)
-%-%1%-%1%2%-%1%1%1%*%1%1%-%6%2%*%1%

None of these (DO NOT
--5-54-555455--255READ OUT)
-%-%3%-%3%4%-%3%3%3%3%3%3%-%-%2%4%3%

Don't Know (DO NOT READ
--*-**-******--***OUT)
-%-%*%-%*%*%-%*%*%*%*%*%*%-%-%*%*%*%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Produced by OLR
OFC1885
Issue date: 18/01/16
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QS1a. Are there any types of mail that you send in particular that you expect to see increased volumes in?
Base: All with increase at QS1



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*bacba*fedcbac*b*abaSignificance Level: 95%
--1493113997114512514713014512621190106149Unweighted total
--1653315210031591391611331581452798110165Weighted total

Refused (DO NOT READ
------------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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QS1a. Are there any types of mail that you send in particular that you expect to see increased volumes in?
Base: All with increase at QS1

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

b*aba*ba*babac*b*aSignificance Level: 95%
411310737910921476485972427149Unweighted total
46141224012119216266991033030165Weighted total

29146020358280334936202582Parcels and packets
63%99%49%50%27%49%100%49%50%50%35%66%82%50%

14*5118750-702842559570Letters
31%2%42%46%54%42%-%43%42%42%53%31%18%42%

10*3211329-4318253011343Large letters
21%2%26%28%23%24%-%27%28%25%29%36%10%26%

Advertising and
promotional material,
such as catalogues,
brochures and direct

12122-12-1551082515mail
3%17%10%6%-%10%-%9%7%10%8%5%17%9%

Other everyday
correspondence, such as
invoices, one off bills

1272-7-9-94-59etc.
3%17%6%6%-%6%-%6%-%9%4%-%16%6%

b

Order fulfilment
(sending ordered goods

-24324-6251326to customers)
-%18%3%7%19%3%-%4%2%5%1%9%8%4%

Publications, such as
magazines, periodicals,

--*1-2-21*2--2customer newsletters
-%-%*%3%-%1%-%1%2%*%2%-%-%1%

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

--*--*-*-**--*customer packs etc
-%-%*%-%-%*%-%*%-%*%*%-%-%*%

Goods / business
supplies / large packets

--------------ordered via lorry
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Legal / accounts
--------------documents / tax forms
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2-2--2-2-2*2-2Other (PLEASE SPECIFY)
4%-%2%-%-%2%-%1%-%2%*%6%-%1%

None of these (DO NOT
--4122-5415--5READ OUT)
-%-%3%1%19%2%-%3%6%1%4%-%-%3%

a
Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
Table 200  (continuation)                                                                                                                                                                      Page 1769

QS1a. Are there any types of mail that you send in particular that you expect to see increased volumes in?
Base: All with increase at QS1

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

b*aba*ba*babac*b*aSignificance Level: 95%
411310737910921476485972427149Unweighted total
46141224012119216266991033030165Weighted total

Don't Know (DO NOT READ
--**-*-**-*--*OUT)
-%-%*%*%-%*%-%*%1%-%*%-%-%*%

Refused (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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QS1a. Are there any types of mail that you send in particular that you expect to see increased volumes in?
Base: All with increase at QS1

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthMonthother main provider

DecNovOctJunMayAprMarFebJanDissatisfiedSatisfiedTOTAL

*c*b*ac*b*a*c*b*a*baSignificance Level: 95%
14141430127162616147149Unweighted total
182214301610132715254165Weighted total

10881315568923882Parcels and packets
60%35%62%44%95%46%44%28%61%100%70%50%

79715155174-1370Letters
43%41%49%49%4%53%43%60%24%-%23%42%

554934374-843Large letters
26%22%33%29%17%39%21%26%27%-%15%26%

Advertising and
promotional material,
such as catalogues,
brochures and direct

4414-2---2115mail
22%18%6%15%-%16%-%-%-%100%3%9%

Other everyday
correspondence, such as
invoices, one off bills

44*1*----2-9etc.
22%17%3%4%1%-%-%-%-%100%-%6%

Order fulfilment
(sending ordered goods

5-*1-*---2*6to customers)
27%-%3%4%-%1%-%-%-%100%*%4%

Publications, such as
magazines, periodicals,

1-*--------2customer newsletters
7%-%3%-%-%-%-%-%-%-%-%1%

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

--*--------*customer packs etc
-%-%3%-%-%-%-%-%-%-%-%*%

Goods / business
supplies / large packets

------------ordered via lorry
-%-%-%-%-%-%-%-%-%-%-%-%

Legal / accounts
------------documents / tax forms
-%-%-%-%-%-%-%-%-%-%-%-%

------2*--22Other (PLEASE SPECIFY)
-%-%-%-%-%-%13%2%-%-%3%1%

None of these (DO NOT
--**---4---5READ OUT)
-%-%1%1%-%-%-%15%-%-%-%3%

Don't Know (DO NOT READ
--*-*------*OUT)
-%-%3%-%1%-%-%-%-%-%-%*%

Refused (DO NOT READ
------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c - a,b,c

Produced by OLR
OFC1885
Issue date: 18/01/16

Ofcom; Business Postal Tracker
Table 200  (continuation)                                                                                                                                                                      Page 1771

QS1a. Are there any types of mail that you send in particular that you expect to see increased volumes in?
Base: All with increase at QS1



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
7410171559911792139116Unweighted total

10336561022228731510118Weighted total

8615568172045315897Letters
83%46%84%89%100%83%78%88%51%65%100%99%83%83%

33*32-25104*-10238Large letters
32%14%49%41%-%18%22%44%52%6%-%68%18%33%

Other everyday
correspondence, such as
invoices, one off bills

21*1*132511-4323etc.
21%15%16%2%20%30%11%23%19%17%-%25%31%19%

10-1*--251*-1-11Parcels and packets
10%-%14%8%-%-%11%21%17%2%-%10%-%10%

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

9-*----71--*-10customer packs etc
9%-%7%-%-%-%-%33%19%-%-%3%-%8%

Publications, such as
magazines, periodicals,

5-*----5-----5customer newsletters
5%-%2%-%-%-%-%23%-%-%-%-%-%4%

Advertising and
promotional material,
such as catalogues,
brochures and direct

5-----22*----5mail
5%-%-%-%-%-%11%11%3%-%-%-%-%4%

Order fulfilment
(sending ordered goods

2-*----2-----3to customers)
2%-%7%-%-%-%-%11%-%-%-%-%-%2%

Goods / business
supplies / large packets

--------------ordered via lorry
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Legal / accounts
--------------documents / tax forms
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

41------21---4Other (PLEASE SPECIFY)
4%22%-%-%-%-%-%-%32%18%-%-%-%4%

None of these (DO NOT
21-1---2-----4READ OUT)
2%17%-%11%-%-%-%11%-%-%-%-%-%3%

Don't Know (DO NOT READ
*-*--*-------1OUT)
*%-%8%-%-%2%-%-%-%-%-%-%-%1%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
Table 201                                                                                                                                                                                      Page 1772

QS1b. Are there any types of mail that you send in particular that you expect to see decreased volumes in?
Base: All with decrease at QS1

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
7410171559911792139116Unweighted total

10336561022228731510118Weighted total

Refused (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
Table 201  (continuation)                                                                                                                                                                      Page 1773

QS1b. Are there any types of mail that you send in particular that you expect to see decreased volumes in?
Base: All with decrease at QS1

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

bae*d*c*bag*f*e*d*c*b*aSignificance Level: 95%
645230751886454201621114116Unweighted total
6255511311349420121618118Weighted total

5047411294453187*41497Letters
81%85%73%61%100%69%83%92%69%88%57%70%79%78%83%

182021*13621374-1338Large letters
30%36%39%48%40%34%32%43%69%36%33%-%10%15%33%

Other everyday
correspondence, such as
invoices, one off bills

11121**12111-13*2323etc.
17%22%29%30%33%27%19%22%-%5%23%30%41%17%19%

47*-*-116-32-*-11Parcels and packets
7%12%4%-%19%-%10%13%-%14%18%-%3%-%10%

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

451***99-*--*-10customer packs etc
7%10%13%15%21%9%8%19%-%2%-%-%3%-%8%

Publications, such as
magazines, periodicals,

32*--*55-*----5customer newsletters
4%4%2%-%-%4%5%10%-%1%-%-%-%-%4%

Advertising and
promotional material,
such as catalogues,
brochures and direct

32*--*55------5mail
4%4%5%-%-%9%4%10%-%-%-%-%-%-%4%

Order fulfilment
(sending ordered goods

-3----32-*----3to customers)
-%5%-%-%-%-%3%5%-%2%-%-%-%-%2%

Goods / business
supplies / large packets

---------------ordered via lorry
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Legal / accounts
---------------documents / tax forms
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

13**-*41111---4Other (PLEASE SPECIFY)
2%6%5%9%-%4%4%1%31%6%10%-%-%-%4%

None of these (DO NOT
4-*--*31----1-4READ OUT)
6%-%4%-%-%8%3%1%-%-%-%-%10%-%3%

Don't Know (DO NOT READ
****--**-*----1OUT)
1%*%4%16%-%-%*%*%-%2%-%-%-%-%1%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Produced by OLR
OFC1885
Issue date: 18/01/16

Ofcom; Business Postal Tracker
Table 201  (continuation)                                                                                                                                                                      Page 1774

QS1b. Are there any types of mail that you send in particular that you expect to see decreased volumes in?
Base: All with decrease at QS1



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

bae*d*c*bag*f*e*d*c*b*aSignificance Level: 95%
645230751886454201621114116Unweighted total
6255511311349420121618118Weighted total

Refused (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
Table 201  (continuation)                                                                                                                                                                      Page 1775

QS1b. Are there any types of mail that you send in particular that you expect to see decreased volumes in?
Base: All with decrease at QS1

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*ba*cb*a*ba*d*c*baSignificance Level: 95%
-86719284725662525914141049116Unweighted total
-24620295717722817101171161118Weighted total

-225172348165526168116104997Letters
-%100%55%96%86%78%84%95%76%91%95%80%100%85%89%80%83%

-1*11391472577321122138Large letters
-%66%11%12%68%31%24%39%34%25%39%32%74%20%22%34%33%

Other everyday
correspondence, such as
invoices, one off bills

-*1*11373155320*121423etc.
-%26%18%4%55%11%13%18%21%16%18%20%27%18%22%23%19%

-1--8-2110-110-*-711Parcels and packets
-%36%-%-%42%-%4%6%14%-%6%10%-%2%-%12%10%

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

-***5-415419**-910customer packs etc
-%26%6%4%25%-%7%5%7%14%5%9%27%6%-%14%8%

Publications, such as
magazines, periodicals,

--*-2-3*23*5*--55customer newsletters
-%-%3%-%12%-%5%1%3%9%1%5%15%-%-%8%4%

Advertising and
promotional material,
such as catalogues,
brochures and direct

--*-2-2*5-*5-*-55mail
-%-%6%-%12%-%4%1%7%-%1%5%-%3%-%8%4%

Order fulfilment
(sending ordered goods

-*--2--*2-*2---23to customers)
-%26%-%-%12%-%-%3%3%-%3%2%-%-%-%4%2%

Goods / business
supplies / large packets

-----------------ordered via lorry
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Legal / accounts
-----------------documents / tax forms
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--1-*11*4**4-*-34Other (PLEASE SPECIFY)
-%-%33%-%1%4%2%1%6%*%1%4%-%2%-%5%4%

None of these (DO NOT
-----*3-31-4-**34READ OUT)
-%-%-%-%-%2%5%-%4%2%-%3%-%2%1%5%3%

Don't Know (DO NOT READ
---*-*--1--1----1OUT)
-%-%-%4%-%2%-%-%1%-%-%1%-%-%-%-%1%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
Table 201  (continuation)                                                                                                                                                                      Page 1776

QS1b. Are there any types of mail that you send in particular that you expect to see decreased volumes in?
Base: All with decrease at QS1

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*ba*cb*a*ba*d*c*baSignificance Level: 95%
-86719284725662525914141049116Unweighted total
-24620295717722817101171161118Weighted total

Refused (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
Table 201  (continuation)                                                                                                                                                                      Page 1777

QS1b. Are there any types of mail that you send in particular that you expect to see decreased volumes in?
Base: All with decrease at QS1

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*ba*ba*ba*e*d*c*baSignificance Level: 95%
122931410251113-2350116Unweighted total
*20981310551121-*155118Weighted total

*187911865921-**4497Letters
100%89%81%88%82%96%82%100%-%63%41%79%83%

-8317312361-**1838Large letters
-%39%31%55%30%41%32%100%-%63%12%32%33%

Other everyday
correspondence, such as
invoices, one off bills

-320221*23*--*623etc.
-%13%21%14%20%4%20%61%-%-%59%11%19%

-*11*11-111---411Parcels and packets
-%1%11%1%11%-%10%85%-%-%-%7%10%

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

-*10*10-10*---110customer packs etc
-%1%10%2%9%-%9%61%-%-%-%1%8%

Publications, such as
magazines, periodicals,

-*5*5-5*----5customer newsletters
-%1%5%1%5%-%5%15%-%-%-%-%4%

Advertising and
promotional material,
such as catalogues,
brochures and direct

--5-5-5----35mail
-%-%5%-%5%-%4%-%-%-%-%5%4%

Order fulfilment
(sending ordered goods

--3-3-3*----3to customers)
-%-%3%-%3%-%3%61%-%-%-%-%2%

Goods / business
supplies / large packets

-------------ordered via lorry
-%-%-%-%-%-%-%-%-%-%-%-%-%

Legal / accounts
-------------documents / tax forms
-%-%-%-%-%-%-%-%-%-%-%-%-%

-1313-4--*-44Other (PLEASE SPECIFY)
-%7%3%10%3%-%4%-%-%37%-%7%4%

None of these (DO NOT
--4-4-4----24READ OUT)
-%-%4%-%3%-%3%-%-%-%-%4%3%

Don't Know (DO NOT READ
--1-1-1----11OUT)
-%-%1%-%1%-%1%-%-%-%-%1%1%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Produced by OLR
OFC1885
Issue date: 18/01/16

Ofcom; Business Postal Tracker
Table 201  (continuation)                                                                                                                                                                      Page 1778

QS1b. Are there any types of mail that you send in particular that you expect to see decreased volumes in?
Base: All with decrease at QS1



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*ba*ba*ba*e*d*c*baSignificance Level: 95%
122931410251113-2350116Unweighted total
*20981310551121-*155118Weighted total

Refused (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
Table 201  (continuation)                                                                                                                                                                      Page 1779

QS1b. Are there any types of mail that you send in particular that you expect to see decreased volumes in?
Base: All with decrease at QS1

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*cb*ac*b*ag*fedcba*c*baSignificance Level: 95%
811229333218416434311172110262168116Unweighted total
711136344178715404711061110222372118Weighted total

69233263146913313792529117196197Letters
91%83%93%77%87%78%79%86%78%78%83%86%83%77%82%85%83%

3381410*928615163830389101938Large letters
39%35%38%29%12%50%32%44%37%33%35%50%34%41%46%26%33%

acg

Other everyday
correspondence, such as
invoices, one off bills

22374-31748523112259923etc.
35%20%19%11%-%18%20%26%20%10%21%17%20%21%40%12%19%

395-*2821497964211Parcels and packets
38%8%14%-%12%11%9%13%3%9%8%11%8%25%17%2%10%

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

2741-*8*1175734310customer packs etc
35%6%11%2%-%2%9%3%4%2%6%8%6%14%16%4%8%

Publications, such as
magazines, periodicals,

333--*5***3333-35customer newsletters
37%2%7%-%-%1%6%1%*%*%2%4%2%11%-%4%4%

Advertising and
promotional material,
such as catalogues,
brochures and direct

2553--5-2355532-5mail
35%5%14%8%-%-%5%-%6%6%5%8%5%12%10%-%4%

Order fulfilment
(sending ordered goods

232--*2*-*3323--3to customers)
35%3%7%-%-%2%3%3%-%1%3%5%2%13%-%-%2%

Goods / business
supplies / large packets

-----------------ordered via lorry
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Legal / accounts
-----------------documents / tax forms
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

13-2*14*333132*14Other (PLEASE SPECIFY)
9%3%-%7%13%8%4%1%6%6%2%2%2%11%*%2%4%

None of these (DO NOT
-4-2--3-*2424--44READ OUT)
-%3%-%7%-%-%4%-%1%5%3%4%3%-%-%5%3%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Produced by OLR
OFC1885
Issue date: 18/01/16

Ofcom; Business Postal Tracker
Table 201  (continuation)                                                                                                                                                                      Page 1780

QS1b. Are there any types of mail that you send in particular that you expect to see decreased volumes in?
Base: All with decrease at QS1



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*cb*ac*b*ag*fedcba*c*baSignificance Level: 95%
811229333218416434311172110262168116Unweighted total
711136344178715404711061110222372118Weighted total

Don't Know (DO NOT READ
-1-1--*-*-1*1*-*1OUT)
-%1%-%2%-%-%*%-%1%-%1%*%1%1%-%1%1%

Refused (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
Table 201  (continuation)                                                                                                                                                                      Page 1781

QS1b. Are there any types of mail that you send in particular that you expect to see decreased volumes in?
Base: All with decrease at QS1

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

c*b*a*cba*fedcbac*b*abaSignificance Level: 95%
116--1711277-110941129511299257986116Unweighted total
118--1511376-111941149311499478085118Weighted total

97--149566-91799582957947636997Letters
83%-%-%91%84%87%-%82%84%84%88%84%79%100%100%79%82%83%

38--13829-36303838383041293338Large letters
33%-%-%5%34%38%-%33%32%34%41%34%30%100%8%36%38%33%

Other everyday
correspondence, such as
invoices, one off bills

23--22117-2320201720162-151423etc.
19%-%-%15%19%22%-%20%21%18%18%18%16%66%-%18%16%19%

11--*119-11101191192-5711Parcels and packets
10%-%-%1%10%12%-%10%10%10%9%10%9%66%-%6%8%10%

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

10--3109-1081081072-3410customer packs etc
8%-%-%19%9%12%-%9%9%9%9%9%7%66%-%4%5%8%

Publications, such as
magazines, periodicals,

5--355-555555--3-5customer newsletters
4%-%-%17%5%7%-%5%5%5%6%5%5%-%-%3%-%4%

Advertising and
promotional material,
such as catalogues,
brochures and direct

5---55-555555--525mail
4%-%-%-%4%7%-%5%5%4%5%4%5%-%-%6%3%4%

Order fulfilment
(sending ordered goods

3---32-333232--3*3to customers)
2%-%-%-%3%3%-%3%3%2%3%2%2%-%-%4%1%2%

Goods / business
supplies / large packets

------------------ordered via lorry
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Legal / accounts
------------------documents / tax forms
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

4--144-434244--334Other (PLEASE SPECIFY)
4%-%-%4%4%5%-%4%3%4%2%4%4%-%-%3%4%4%

None of these (DO NOT
4---4*-4*4144--334READ OUT)
3%-%-%-%3%*%-%3%*%3%1%3%4%-%-%4%4%3%

Don't Know (DO NOT READ
1--***-***-*1--1*1OUT)
1%-%-%1%*%*%-%*%*%*%-%*%1%-%-%1%*%1%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Produced by OLR
OFC1885
Issue date: 18/01/16

Ofcom; Business Postal Tracker
Table 201  (continuation)                                                                                                                                                                      Page 1782

QS1b. Are there any types of mail that you send in particular that you expect to see decreased volumes in?
Base: All with decrease at QS1



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

c*b*a*cba*fedcbac*b*abaSignificance Level: 95%
116--1711277-110941129511299257986116Unweighted total
118--1511376-111941149311499478085118Weighted total

Refused (DO NOT READ
------------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
Table 201  (continuation)                                                                                                                                                                      Page 1783

QS1b. Are there any types of mail that you send in particular that you expect to see decreased volumes in?
Base: All with decrease at QS1

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*aba*ba*ba*bac*b*aSignificance Level: 95%
868332117971092591101312116Unweighted total
728730147811107259310837118Weighted total

52732314641087187991*597Letters
76%95%84%77%100%81%89%82%73%85%85%10%76%83%

1*261242663383137*138Large letters
15%23%30%41%30%33%50%31%31%33%34%4%16%33%

Other everyday
correspondence, such as
invoices, one off bills

*-148212-2322122-123etc.
7%-%16%28%17%16%-%21%8%22%20%-%11%19%

-*5738110388-311Parcels and packets
-%9%5%22%19%11%13%9%12%9%8%-%42%10%

b

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

--3725-10*99-*10customer packs etc
-%-%4%22%17%7%-%9%2%10%9%-%6%8%

b

Publications, such as
magazines, periodicals,

-*3323-5-55-*5customer newsletters
-%5%3%8%17%3%-%5%-%6%5%-%2%4%

Advertising and
promotional material,
such as catalogues,
brochures and direct

--*52*-5-532-5mail
-%-%*%16%17%*%-%5%-%5%2%90%-%4%

b

Order fulfilment
(sending ordered goods

---32--3*22-*3to customers)
-%-%-%9%17%-%-%3%2%3%2%-%6%2%

b

Goods / business
supplies / large packets

--------------ordered via lorry
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Legal / accounts
--------------documents / tax forms
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1*31-313323-14Other (PLEASE SPECIFY)
17%5%3%4%-%4%11%3%10%2%3%-%19%4%

None of these (DO NOT
--4--4-4314--4READ OUT)
-%-%4%-%-%4%-%3%10%1%3%-%-%3%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Produced by OLR
OFC1885
Issue date: 18/01/16
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QS1b. Are there any types of mail that you send in particular that you expect to see decreased volumes in?
Base: All with decrease at QS1



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*aba*ba*ba*bac*b*aSignificance Level: 95%
868332117971092591101312116Unweighted total
728730147811107259310837118Weighted total

Don't Know (DO NOT READ
--1--1-1-11--1OUT)
-%-%1%-%-%1%-%1%-%1%1%-%-%1%

Refused (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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QS1b. Are there any types of mail that you send in particular that you expect to see decreased volumes in?
Base: All with decrease at QS1

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthMonthother main provider

DecNovOctJunMayAprMarFebJanDissatisfiedSatisfiedTOTAL

*c*b*a*c*b*a*c*b*a*b*aSignificance Level: 95%
149192110312199-11116Unweighted total
151317256216177-7118Weighted total

141114216114116-697Letters
94%82%83%85%92%28%89%64%93%-%91%83%

3365511113-138Large letters
20%23%38%21%75%28%69%7%48%-%22%33%

Other everyday
correspondence, such as
invoices, one off bills

6442*25*--*23etc.
38%32%26%7%7%72%28%2%-%-%7%19%

331*--4*--*11Parcels and packets
19%21%9%2%-%-%23%1%-%-%3%10%

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

2113--2----10customer packs etc
16%5%7%13%-%-%15%-%-%-%-%8%

Publications, such as
magazines, periodicals,

*--3--2----5customer newsletters
1%-%-%11%-%-%15%-%-%-%-%4%

Advertising and
promotional material,
such as catalogues,
brochures and direct

---*--22---5mail
-%-%-%1%-%-%15%14%-%-%-%4%

Order fulfilment
(sending ordered goods

-*----2----3to customers)
-%3%-%-%-%-%15%-%-%-%-%2%

Goods / business
supplies / large packets

------------ordered via lorry
-%-%-%-%-%-%-%-%-%-%-%-%

Legal / accounts
------------documents / tax forms
-%-%-%-%-%-%-%-%-%-%-%-%

*-12---1--*4Other (PLEASE SPECIFY)
1%-%7%10%-%-%-%3%-%-%2%4%

None of these (DO NOT
*-*-*--3---4READ OUT)
3%-%1%-%1%-%-%17%-%-%-%3%

Don't Know (DO NOT READ
---*----*--1OUT)
-%-%-%1%-%-%-%-%7%-%-%1%

Refused (DO NOT READ
------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c - a,b,c

Produced by OLR
OFC1885
Issue date: 18/01/16
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QS1b. Are there any types of mail that you send in particular that you expect to see decreased volumes in?
Base: All with decrease at QS1



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
100112018111310217127145149Unweighted total
147477918233671315188165Weighted total

107357715182831010107122Growth of business
73%73%84%92%72%81%77%79%44%79%67%56%80%74%

Ability to reach more
10*1--*3-21-3-10customers

7%3%8%-%-%1%12%-%37%10%-%17%-%6%

Increase use of direct
8-1------*53-9mail for marketing
6%-%14%-%-%-%-%-%-%1%33%17%-%6%

More items being sent to
3----2-----2-3existing clients
2%-%-%-%-%9%-%-%-%-%-%9%-%2%

Increase in fulfilment
(fulfilling customer
orders by mailing out

3*--3--------3items)
2%12%-%-%27%-%-%-%-%-%-%-%-%2%

--------------Cheaper / Lower Prices
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Better quality
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Innovative services
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Because of the recession
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

28**1223101123330Other (PLEASE SPECIFY)
19%12%7%8%26%9%12%29%19%10%15%17%40%18%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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QS2a. What would you say are the reasons for the expected increase?
Base: All respondents who anticipate volume of mail to increase

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

bae*d*c*bag*fe*d*c*b*aSignificance Level: 95%
8168365922113558516-225149Unweighted total
80856124158618595-207165Weighted total

59635113117458443-171122Growth of business
74%74%83%67%83%87%74%73%100%75%51%-%83%18%74%

Ability to reach more
74*-**102-5--1310customers
8%4%6%-%6%8%6%3%-%9%-%-%3%44%6%

Increase use of direct
37*--*97-1--2-9mail for marketing
3%8%3%-%-%5%6%11%-%2%-%-%8%-%6%

More items being sent to
-3----3--3----3existing clients
-%4%-%-%-%-%2%-%-%6%-%-%-%-%2%

Increase in fulfilment
(fulfilling customer
orders by mailing out

21*-*-3--2--1-3items)
2%1%3%-%11%-%2%-%-%3%-%-%7%-%2%

---------------Cheaper / Lower Prices
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Better quality
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Innovative services
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Because of the recession
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1415**--3014-83-1430Other (PLEASE SPECIFY)
18%18%5%33%-%-%19%23%-%13%49%-%7%63%18%

e
Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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QS2a. What would you say are the reasons for the expected increase?
Base: All respondents who anticipate volume of mail to increase

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*bacb*aba*d*c*baSignificance Level: 95%
211131517256068621968815131265149Unweighted total
3713101528806871266896110890165Weighted total

27107111365585014586417568122Growth of business
84%100%78%70%72%45%81%85%70%55%85%66%76%69%66%75%74%

ba

Ability to reach more
--*-*1733437-*-410customers
-%-%1%-%1%4%9%5%4%17%5%7%-%2%-%4%6%

Increase use of direct
--32*3135137---59mail for marketing
-%-%20%16%3%11%2%4%7%6%4%7%-%-%-%5%6%

More items being sent to
-----22-22-3-2-23existing clients
-%-%-%-%-%6%2%-%2%6%-%3%-%17%-%2%2%

Increase in fulfilment
(fulfilling customer
orders by mailing out

---1*-112-12*--*3items)
-%-%-%13%3%-%2%2%2%-%2%2%24%-%-%*%2%

-----------------Cheaper / Lower Prices
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Better quality
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Innovative services
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Because of the recession
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*--13121491110921-132130Other (PLEASE SPECIFY)
16%-%-%12%20%41%17%13%16%37%13%22%-%13%34%23%18%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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QS2a. What would you say are the reasons for the expected increase?
Base: All respondents who anticipate volume of mail to increase

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cbababa*e*d*c*baSignificance Level: 95%
558863411530119146111562149Unweighted total
370924511939126117151672165Weighted total

2576236863290113121256122Growth of business
89%82%68%80%72%82%71%94%45%84%74%77%74%

Ability to reach more
*372929*1-2410customers

11%5%7%4%7%4%7%1%19%-%11%6%6%

Increase use of direct
-36-9-9----49mail for marketing
-%5%7%-%8%-%7%-%-%-%-%6%6%

More items being sent to
--3-3-3----23existing clients
-%-%4%-%3%-%3%-%-%-%-%2%2%

Increase in fulfilment
(fulfilling customer
orders by mailing out

-12*3*3*---23items)
-%2%2%*%2%*%2%2%-%-%-%3%2%

-------------Cheaper / Lower Prices
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Better quality
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Innovative services
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Because of the recession
-%-%-%-%-%-%-%-%-%-%-%-%-%

-1218102082223231130Other (PLEASE SPECIFY)
-%18%19%22%16%20%17%19%36%16%18%15%18%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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QS2a. What would you say are the reasons for the expected increase?
Base: All respondents who anticipate volume of mail to increase

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*cbac*bagfedcbacbaSignificance Level: 95%
2914176313749757629513396126633152149Unweighted total
28153723518693675610714095135673855165Weighted total

24112582616767493584997294522837122Growth of business
87%73%81%75%100%78%73%74%62%78%70%76%69%78%73%68%74%

e

Ability to reach more
*1043-583279695-610customers
1%7%6%8%-%5%8%5%3%7%6%6%7%7%-%11%6%

Increase use of direct
-9-1-442749592629mail for marketing
-%6%-%2%-%4%4%2%13%4%7%5%7%3%15%4%6%

adfgc

More items being sent to
-22--2-2-2333-223existing clients
-%1%2%-%-%2%-%2%-%2%2%3%2%-%4%3%2%

Increase in fulfilment
(fulfilling customer
orders by mailing out

*31--323212121113items)
1%2%2%-%-%3%2%4%3%1%1%1%1%2%3%1%2%

-----------------Cheaper / Lower Prices
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Better quality
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Innovative services
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Because of the recession
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

527105-16171313142715271151430Other (PLEASE SPECIFY)
17%18%13%15%-%18%18%19%23%13%19%15%20%16%14%25%18%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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QS2a. What would you say are the reasons for the expected increase?
Base: All respondents who anticipate volume of mail to increase

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*bacba*fedcbac*b*abaSignificance Level: 95%
--1493113997114512514713014512621190106149Unweighted total
--1653315210031591391611331581452798110165Weighted total

--1223011473-120103121104118106167183122Growth of business
-%-%74%94%75%73%-%76%74%75%78%75%73%74%82%73%75%74%

ab

Ability to reach more
--10*106-109108109-*5510customers
-%-%6%1%7%6%-%6%6%6%6%7%6%-%1%5%5%6%

Increase use of direct
--9-443757779--689mail for marketing
-%-%6%-%3%4%100%4%4%4%5%4%6%-%-%6%7%6%

More items being sent to
--3-33-333333--223existing clients
-%-%2%-%2%3%-%2%2%2%2%2%2%-%-%2%2%2%

Increase in fulfilment
(fulfilling customer
orders by mailing out

--3*32-333333--233items)
-%-%2%1%2%2%-%2%2%2%2%2%2%-%-%2%3%2%

------------------Cheaper / Lower Prices
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Better quality
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Innovative services
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Because of the recession
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--3023022-272530222828*1181830Other (PLEASE SPECIFY)
-%-%18%5%20%22%-%17%18%18%16%18%19%26%17%19%16%18%

c
Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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QS2a. What would you say are the reasons for the expected increase?
Base: All respondents who anticipate volume of mail to increase

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

b*aba*ba*babac*b*aSignificance Level: 95%
411310737910921476485972427149Unweighted total
46141224012119216266991033030165Weighted total

4012893078621204676752125122Growth of business
87%89%73%76%61%72%100%74%70%77%72%70%83%74%

Ability to reach more
227319-104644210customers
4%11%6%7%10%7%-%6%7%6%4%13%7%6%

Increase use of direct
2-9*-9-9639-*9mail for marketing
4%-%8%*%-%8%-%6%10%3%9%-%2%6%

More items being sent to
--3--3-3223--3existing clients
-%-%3%-%-%3%-%2%3%2%3%-%-%2%

Increase in fulfilment
(fulfilling customer
orders by mailing out

1-21-3-3213-*3items)
3%-%1%3%-%2%-%2%4%1%3%-%1%2%

--------------Cheaper / Lower Prices
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Better quality
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Innovative services
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Because of the recession
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

8-2010420-301317155930Other (PLEASE SPECIFY)
18%-%17%24%29%17%-%18%19%17%15%17%31%18%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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QS2a. What would you say are the reasons for the expected increase?
Base: All respondents who anticipate volume of mail to increase

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthMonthother main provider

DecNovOctJunMayAprMarFebJanDissatisfiedSatisfiedTOTAL

*c*b*ac*b*a*c*b*a*baSignificance Level: 95%
14141430127162616147149Unweighted total
182214301610132715254165Weighted total

1216920136112311247122Growth of business
71%76%70%67%80%54%87%83%73%100%87%74%

Ability to reach more
-4-2-5----310customers
-%18%-%6%-%46%-%-%-%-%6%6%

Increase use of direct
-1-4--*21-29mail for marketing
-%7%-%14%-%-%4%9%4%-%3%6%

More items being sent to
-------22--3existing clients
-%-%-%-%-%-%-%6%11%-%-%2%

Increase in fulfilment
(fulfilling customer
orders by mailing out

---1*1-*--13items)
-%-%-%4%3%12%-%1%-%-%2%2%

------------Cheaper / Lower Prices
-%-%-%-%-%-%-%-%-%-%-%-%

------------Better quality
-%-%-%-%-%-%-%-%-%-%-%-%

------------Innovative services
-%-%-%-%-%-%-%-%-%-%-%-%

------------Because of the recession
-%-%-%-%-%-%-%-%-%-%-%-%

5444722*2-830Other (PLEASE SPECIFY)
29%17%30%14%44%16%13%2%12%-%16%18%

Columns Tested: a,b - a,b,c - a,b,c - a,b,c
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QS2a. What would you say are the reasons for the expected increase?
Base: All respondents who anticipate volume of mail to increase

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
7-2-2--1--1219Unweighted total

12-1-2--3--23213Weighted total

2-1---------23Growth of business
13%-%100%-%-%-%-%-%-%-%-%-%100%19%

Increase in fulfilment
(fulfilling customer
orders by mailing out

2---2--------2items)
20%-%-%-%100%-%-%-%-%-%-%-%-%18%

Ability to reach more
1----------1-1customers

12%-%-%-%-%-%-%-%-%-%-%47%-%11%

--------------Cheaper / Lower Prices
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Better quality
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Innovative services
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Increase use of direct
--------------mail for marketing
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

More items being sent to
--------------existing clients
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Because of the recession
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

7------3--22-7QS2a other
55%-%-%-%-%-%-%100%-%-%100%53%-%51%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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QS2b. What is the main reason for the expected increase in volumes of post? Please choose the most important reason.
Base: All with 2 or more reasons for an increase in volume

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
45----93-3--219Unweighted total
58----135-4--2213Weighted total

2*----32-*--*-3Growth of business
44%5%-%-%-%-%19%30%-%11%-%-%26%-%19%

Increase in fulfilment
(fulfilling customer
orders by mailing out

11----2--1--1-2items)
25%14%-%-%-%-%18%-%-%28%-%-%74%-%18%

Ability to reach more
1-----11------1customers

31%-%-%-%-%-%11%27%-%-%-%-%-%-%11%

---------------Cheaper / Lower Prices
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Better quality
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Innovative services
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Increase use of direct
---------------mail for marketing
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

More items being sent to
---------------existing clients
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Because of the recession
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-7----72-3---27QS2a other
-%80%-%-%-%-%51%43%-%62%-%-%-%100%51%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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QS2b. What is the main reason for the expected increase in volumes of post? Please choose the most important reason.
Base: All with 2 or more reasons for an increase in volume

Produced by OLR
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Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
---1-2642345---69Unweighted total
---1-21062567---913Weighted total

-----2*2*-2*---13Growth of business
-%-%-%-%-%100%4%35%28%-%35%7%-%-%-%10%19%

Increase in fulfilment
(fulfilling customer
orders by mailing out

---1--111-11----2items)
-%-%-%100%-%-%12%20%72%-%20%17%-%-%-%-%18%

Ability to reach more
------1--1-1---11customers
-%-%-%-%-%-%15%-%-%27%-%21%-%-%-%16%11%

-----------------Cheaper / Lower Prices
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Better quality
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Innovative services
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Increase use of direct
-----------------mail for marketing
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

More items being sent to
-----------------existing clients
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Because of the recession
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------73-434---77QS2a other
-%-%-%-%-%-%68%45%-%73%45%56%-%-%-%74%51%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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QS2b. What is the main reason for the expected increase in volumes of post? Please choose the most important reason.
Base: All with 2 or more reasons for an increase in volume

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
-5418181--159Unweighted total
-763103102--*713Weighted total

-2*-3-32--**3Growth of business
-%28%8%-%24%-%24%100%-%-%100%7%19%

Increase in fulfilment
(fulfilling customer
orders by mailing out

-11-2-2----22items)
-%16%21%-%23%-%23%-%-%-%-%34%18%

Ability to reach more
-1--1-1----11customers
-%20%-%-%14%-%14%-%-%-%-%21%11%

-------------Cheaper / Lower Prices
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Better quality
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Innovative services
-%-%-%-%-%-%-%-%-%-%-%-%-%

Increase use of direct
-------------mail for marketing
-%-%-%-%-%-%-%-%-%-%-%-%-%

More items being sent to
-------------existing clients
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Because of the recession
-%-%-%-%-%-%-%-%-%-%-%-%-%

-343434----37QS2a other
-%36%70%100%38%100%38%-%-%-%-%38%51%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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QS2b. What is the main reason for the expected increase in volumes of post? Please choose the most important reason.
Base: All with 2 or more reasons for an increase in volume

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
182--744257573249Unweighted total
2103--9543597934613Weighted total

232--3*2-33232-*3Growth of business
100%24%58%-%-%28%9%46%-%49%28%29%28%63%-%8%19%

Increase in fulfilment
(fulfilling customer
orders by mailing out

-21--2121111111-2items)
-%23%42%-%-%26%25%54%42%23%13%16%13%37%34%-%18%

Ability to reach more
-1---11--11-1--11customers
-%14%-%-%-%16%31%-%-%28%16%-%16%-%-%23%11%

-----------------Cheaper / Lower Prices
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Better quality
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Innovative services
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Increase use of direct
-----------------mail for marketing
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

More items being sent to
-----------------existing clients
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Because of the recession
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-4---32-2-444-247QS2a other
-%38%-%-%-%29%35%-%58%-%43%55%43%-%66%69%51%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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QS2b. What is the main reason for the expected increase in volumes of post? Please choose the most important reason.
Base: All with 2 or more reasons for an increase in volume

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
--9-97-879989--569Unweighted total
--13-1310-11913131113--6813Weighted total

--3-33-133313--223Growth of business
-%-%19%-%19%25%-%8%27%19%19%8%19%-%-%32%25%19%

Increase in fulfilment
(fulfilling customer
orders by mailing out

--2-21-222222--122items)
-%-%18%-%18%12%-%21%26%18%18%21%18%-%-%19%29%18%

Ability to reach more
--1-11-1-1111--111customers
-%-%11%-%11%14%-%13%-%11%11%13%11%-%-%23%18%11%

------------------Cheaper / Lower Prices
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Better quality
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Innovative services
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Increase use of direct
------------------mail for marketing
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

More items being sent to
------------------existing clients
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Because of the recession
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--7-75-747777--227QS2a other
-%-%51%-%51%49%-%58%47%51%51%58%51%-%-%26%28%51%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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QS2b. What is the main reason for the expected increase in volumes of post? Please choose the most important reason.
Base: All with 2 or more reasons for an increase in volume

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
5-63-8-9635-49Unweighted total
7-94-11-13856-713Weighted total

2-2*-3-32**-23Growth of business
28%-%23%11%-%24%-%19%28%8%8%-%29%19%

Increase in fulfilment
(fulfilling customer
orders by mailing out

1-11-2-22-2--2items)
16%-%13%30%-%22%-%18%32%-%40%-%-%18%

Ability to reach more
1-1--1-11-1--1customers

20%-%16%-%-%14%-%11%19%-%25%-%-%11%

--------------Cheaper / Lower Prices
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Better quality
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Innovative services
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Increase use of direct
--------------mail for marketing
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

More items being sent to
--------------existing clients
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Because of the recession
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

3-42-4-7252-57QS2a other
36%-%47%59%-%40%-%51%21%92%27%-%71%51%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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QS2b. What is the main reason for the expected increase in volumes of post? Please choose the most important reason.
Base: All with 2 or more reasons for an increase in volume

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthMonthother main provider

NovJunMayAprMarDissatisfiedSatisfiedTOTAL

*a*c*b*a*a*b*aSignificance Level: 95%
22221-59Unweighted total
4243*-713Weighted total

-*2-*-23Growth of business
-%26%38%-%100%-%28%19%

Increase in fulfilment
(fulfilling customer
orders by mailing out

-1-1--12items)
-%74%-%42%-%-%16%18%

Ability to reach more
1-----11customers

38%-%-%-%-%-%20%11%

--------Cheaper / Lower Prices
-%-%-%-%-%-%-%-%

--------Better quality
-%-%-%-%-%-%-%-%

--------Innovative services
-%-%-%-%-%-%-%-%

Increase use of direct
--------mail for marketing
-%-%-%-%-%-%-%-%

More items being sent to
--------existing clients
-%-%-%-%-%-%-%-%

--------Because of the recession
-%-%-%-%-%-%-%-%

2-32--37QS2a other
62%-%62%58%-%-%36%51%

Columns Tested: a,b - a,b,c - a

Ofcom; Business Postal Tracker
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QS2b. What is the main reason for the expected increase in volumes of post? Please choose the most important reason.
Base: All with 2 or more reasons for an increase in volume

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
7410171559911792139116Unweighted total

10336561022228731510118Weighted total

Increase use of emailing
601325612101638867services
59%36%47%44%80%65%55%45%17%80%100%57%83%57%

Use of new/digital
311114110841-2235communication methods
30%43%18%27%60%15%45%35%51%18%-%11%17%30%

17121152511--221Postal costs
17%21%39%17%20%46%11%23%16%18%-%-%17%18%

Retirement / closing the
12***--222--4-13business
11%3%7%9%-%-%11%11%32%-%-%30%-%11%

Electronic technology is
6----32------6more reliable / faster
5%-%-%-%-%32%11%-%-%-%-%-%-%5%

Less effective than
other communications

4---1*-2-*---4media
4%-%-%-%20%4%-%11%-%2%-%-%-%3%

Poor customer service
4---1-----3--4/unreliable service
4%-%-%-%20%-%-%-%-%-%94%-%-%3%

4*-*---2-1---4Downsizing the company
4%3%-%2%-%-%-%11%-%18%-%-%-%3%

3*-----2---*-3More BACS payments
2%15%-%-%-%-%-%11%-%-%-%1%-%3%

Increase use of social
2-----2------2media
2%-%-%-%-%-%11%-%-%-%-%-%-%2%

2-1--1---*---2Environmental costs
2%-%9%-%-%15%-%-%-%3%-%-%-%2%

Too complicated - hard
to understand what the

*----------*-*best mailing option is
*%-%-%-%-%-%-%-%-%-%-%1%-%*%

Relocation of staff /
--------------company
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Because of the recession
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Security concerns
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2--1-------2-3Other
2%-%-%17%-%-%-%-%-%-%-%11%-%2%

--*----------*Don't Know
-%-%8%-%-%-%-%-%-%-%-%-%-%*%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
OFC1885
Issue date: 18/01/16
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QS3a. What would you say are the reasons for the expected decrease?
Base: All who anticipate volume of mail to decrease



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

bae*d*c*bag*f*e*d*c*b*aSignificance Level: 95%
645230751886454201621114116Unweighted total
6255511311349420121618118Weighted total

Increase use of emailing
323531*264231107131767services
50%64%63%47%49%76%56%48%31%50%61%100%51%93%57%

Use of new/digital
24111-**34133111-2435communication methods
39%20%15%-%33%16%30%27%69%53%9%-%34%22%30%

a

157*--*2114-22-2121Postal costs
23%12%9%-%-%16%19%29%-%7%20%-%34%7%18%

Retirement / closing the
48**--124143--*13business
7%15%2%9%-%-%11%8%37%18%26%-%-%3%11%

Electronic technology is
41----64--1---6more reliable / faster
6%3%-%-%-%-%5%8%-%-%12%-%-%-%5%

Less effective than
other communications

131**-44----*-4media
2%5%11%29%19%-%3%8%-%-%-%-%3%-%3%

Poor customer service
13----41------4/unreliable service
2%5%-%-%-%-%3%2%-%-%-%-%-%-%3%

31**-*41-*----4Downsizing the company
4%2%5%9%-%4%3%3%-%1%-%-%-%-%3%

*3*--*32----**3More BACS payments
1%5%4%-%-%8%3%5%-%-%-%-%4%3%3%

Increase use of social
-2----2--2----2media
-%4%-%-%-%-%2%-%-%12%-%-%-%-%2%

*2*-**21----1-2Environmental costs
*%4%7%-%25%4%2%2%-%-%-%-%26%-%2%

Too complicated - hard
to understand what the

*-**--------*-*best mailing option is
*%-%4%15%-%-%-%-%-%-%-%-%3%-%*%

Relocation of staff /
---------------company
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Because of the recession
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Security concerns
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

12----32--*-*-3Other
1%3%-%-%-%-%2%3%-%-%4%-%8%-%2%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Produced by OLR
OFC1885
Issue date: 18/01/16

Ofcom; Business Postal Tracker
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QS3a. What would you say are the reasons for the expected decrease?
Base: All who anticipate volume of mail to decrease



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

bae*d*c*bag*f*e*d*c*b*aSignificance Level: 95%
645230751886454201621114116Unweighted total
6255511311349420121618118Weighted total

*-----*--*----*Don't Know
1%-%-%-%-%-%*%-%-%2%-%-%-%-%*%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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QS3a. What would you say are the reasons for the expected decrease?
Base: All who anticipate volume of mail to decrease

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*ba*cb*a*ba*d*c*baSignificance Level: 95%
-86719284725662525914141049116Unweighted total
-24620295717722817101171161118Weighted total

Increase use of emailing
-12310193111391711561683467services
-%49%48%62%51%64%55%63%55%58%63%56%73%83%73%56%57%

Use of new/digital
--**411196209629*111835communication methods
-%-%11%4%20%36%34%34%28%33%34%29%15%13%12%29%30%

-12*35104107418**21521Postal costs
-%31%47%8%17%18%17%23%15%25%23%17%15%2%18%24%18%

Retirement / closing the
----435-112-13---713business
-%-%-%-%22%11%9%-%15%6%-%13%-%-%-%11%11%

Electronic technology is
--2---422124--246more reliable / faster
-%-%44%-%-%-%7%10%3%5%10%4%-%-%15%6%5%

Less effective than
other communications

-*-*2-1*31*4-*-44media
-%20%-%4%12%-%2%2%4%4%2%4%-%2%-%6%3%

Poor customer service
-----31-31-4--314/unreliable service
-%-%-%-%-%9%2%-%4%4%-%4%-%-%24%2%3%

---1-*313*13--*24Downsizing the company
-%-%-%23%-%*%4%7%3%*%7%3%-%-%1%4%3%

------3-*3-3-*2*3More BACS payments
-%-%-%-%-%-%5%-%*%10%-%3%-%3%21%1%3%

Increase use of social
------2-2--2----2media
-%-%-%-%-%-%4%-%3%-%-%2%-%-%-%-%2%

-*---2-2*-2*----2Environmental costs
-%19%-%-%-%7%-%11%1%-%11%*%-%-%-%-%2%

Too complicated - hard
to understand what the

----*--*--*-*---*best mailing option is
-%-%-%-%1%-%-%1%-%-%1%-%27%-%-%-%*%

Relocation of staff /
-----------------company
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Because of the recession
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Security concerns
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----**2**2*2---13Other
-%-%-%-%2%2%3%3%1%6%3%2%-%-%-%1%2%

-----*--*--*----*Don't Know
-%-%-%-%-%2%-%-%1%-%-%*%-%-%-%-%*%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Produced by OLR
OFC1885
Issue date: 18/01/16

Ofcom; Business Postal Tracker
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QS3a. What would you say are the reasons for the expected decrease?
Base: All who anticipate volume of mail to decrease



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*ba*ba*ba*e*d*c*baSignificance Level: 95%
122931410251113-2350116Unweighted total
*20981310551121-*155118Weighted total

Increase use of emailing
*13531057562*-*12967services

100%67%54%76%54%91%55%15%-%63%88%53%57%

Use of new/digital
-1025530-35*---1935communication methods
-%51%26%38%29%-%31%15%-%-%-%34%30%

-318220*211-**921Postal costs
-%17%18%13%19%9%19%76%-%37%12%16%18%

Retirement / closing the
-111111-13----513business
-%6%12%9%11%-%11%-%-%-%-%9%11%

Electronic technology is
--6-6-6----46more reliable / faster
-%-%6%-%5%-%5%-%-%-%-%7%5%

Less effective than
other communications

-13*4-4*---*4media
-%7%3%1%4%-%4%24%-%-%-%1%3%

Poor customer service
-4-3131----34/unreliable service
-%20%-%21%1%51%1%-%-%-%-%5%3%

--4-4-4----34Downsizing the company
-%-%4%-%4%-%3%-%-%-%-%5%3%

--3-3-3----23More BACS payments
-%-%3%-%3%-%3%-%-%-%-%4%3%

Increase use of social
--2-2-2-----2media
-%-%2%-%2%-%2%-%-%-%-%-%2%

*1121*2---*12Environmental costs
100%7%1%13%1%4%2%-%-%-%41%3%2%

Too complicated - hard
to understand what the

--*-*-*----**best mailing option is
-%-%*%-%*%-%*%-%-%-%-%*%*%

Relocation of staff /
-------------company
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Because of the recession
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Security concerns
-%-%-%-%-%-%-%-%-%-%-%-%-%

--3-3-3----*3Other
-%-%3%-%2%-%2%-%-%-%-%1%2%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Produced by OLR
OFC1885
Issue date: 18/01/16

Ofcom; Business Postal Tracker
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QS3a. What would you say are the reasons for the expected decrease?
Base: All who anticipate volume of mail to decrease



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*ba*ba*ba*e*d*c*baSignificance Level: 95%
122931410251113-2350116Unweighted total
*20981310551121-*155118Weighted total

--*-*-*----**Don't Know
-%-%*%-%*%-%*%-%-%-%-%1%*%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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QS3a. What would you say are the reasons for the expected decrease?
Base: All who anticipate volume of mail to decrease

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*cb*ac*b*ag*fedcba*c*baSignificance Level: 95%
811229333218416434311172110262168116Unweighted total
711136344178715404711061110222372118Weighted total

Increase use of emailing
466221731051823246632668124767services

54%60%60%51%75%59%59%57%57%51%60%52%60%35%53%65%57%

Use of new/digital
130149*7218918292029832335communication methods
9%27%38%27%13%40%24%56%23%38%26%32%26%36%15%32%30%

11977-31627819111867921Postal costs
10%17%18%19%-%18%19%15%18%16%17%18%17%28%29%12%18%

Retirement / closing the
2962-18-2495983213business

35%8%17%5%-%7%9%-%5%9%8%8%8%36%13%2%11%

Electronic technology is
-624--6-426262216more reliable / faster
-%5%7%12%-%-%6%-%10%5%5%4%5%7%10%2%5%

Less effective than
other communications

*41*-*3***424*314media
3%4%4%1%-%1%3%1%*%1%4%3%4%1%12%2%3%

Poor customer service
344-3---33444--44/unreliable service

39%4%11%-%75%-%-%-%7%6%4%6%4%-%-%5%3%

ggg

-4-2-*3*-3434-134Downsizing the company
-%3%-%7%-%1%3%1%-%5%4%4%4%-%5%4%3%

-3-2--3-*2333-213More BACS payments
-%3%-%7%-%-%3%-%1%5%3%5%3%-%10%1%3%

Increase use of social
-2--------2-2--22media
-%2%-%-%-%-%-%-%-%-%2%-%2%-%-%3%2%

-22*-222122221*12Environmental costs
-%2%5%1%-%9%3%11%1%4%2%4%2%7%1%1%2%

Too complicated - hard
to understand what the

-*-*-----****--**best mailing option is
-%*%-%1%-%-%-%-%-%*%*%*%*%-%-%*%*%

Relocation of staff /
-----------------company
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Because of the recession
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Security concerns
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Produced by OLR
OFC1885
Issue date: 18/01/16
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QS3a. What would you say are the reasons for the expected decrease?
Base: All who anticipate volume of mail to decrease



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*cb*ac*b*ag*fedcba*c*baSignificance Level: 95%
811229333218416434311172110262168116Unweighted total
711136344178715404711061110222372118Weighted total

-3--*-3-3-323--33Other
-%2%-%-%12%-%3%-%6%-%2%3%2%-%-%4%2%

-*-*----*-*-*--**Don't Know
-%*%-%1%-%-%-%-%1%-%*%-%*%-%-%1%*%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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QS3a. What would you say are the reasons for the expected decrease?
Base: All who anticipate volume of mail to decrease

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

c*b*a*cba*fedcbac*b*abaSignificance Level: 95%
116--1711277-110941129511299257986116Unweighted total
118--1511376-111941149311499478085118Weighted total

Increase use of emailing
67--76345-645865576557-2485167services
57%-%-%48%55%59%-%58%61%57%61%57%58%-%27%60%61%57%

Use of new/digital
35--83523-34293329332815222435communication methods
30%-%-%50%31%30%-%30%31%29%31%29%28%34%73%27%28%30%

21--52019-2120201720182*131421Postal costs
18%-%-%31%18%24%-%19%21%17%18%17%18%66%7%16%17%18%

Retirement / closing the
13---1311-1071361313--7713business
11%-%-%-%11%14%-%9%7%11%7%11%13%-%-%9%8%11%

Electronic technology is
6---44-664246--646more reliable / faster
5%-%-%-%4%5%-%5%6%4%3%4%6%-%-%7%5%5%

Less effective than
other communications

4--*44-4444422-144media
3%-%-%2%4%5%-%4%4%3%4%3%2%66%-%1%5%3%

Poor customer service
4--344-444444--344/unreliable service
3%-%-%17%3%5%-%4%4%3%4%3%4%-%-%3%5%3%

4---4--414144--434Downsizing the company
3%-%-%-%3%-%-%3%1%3%1%3%4%-%-%5%3%3%

3--*33-333333--333More BACS payments
3%-%-%1%3%3%-%3%3%3%3%3%3%-%-%4%4%3%

Increase use of social
2---2----2-22--2-2media
2%-%-%-%2%-%-%-%-%2%-%2%2%-%-%3%-%2%

2--122-222222--212Environmental costs
2%-%-%10%2%3%-%2%2%2%2%2%2%-%-%2%1%2%

Too complicated - hard
to understand what the

*--***-******--*-*best mailing option is
*%-%-%1%*%*%-%*%*%*%*%*%*%-%-%*%-%*%

Relocation of staff /
------------------company
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Because of the recession
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Security concerns
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

3---3--3*3233--*33Other
2%-%-%-%2%-%-%2%*%2%2%2%3%-%-%1%3%2%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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QS3a. What would you say are the reasons for the expected decrease?
Base: All who anticipate volume of mail to decrease



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

c*b*a*cba*fedcbac*b*abaSignificance Level: 95%
116--1711277-110941129511299257986116Unweighted total
118--1511376-111941149311499478085118Weighted total

*--------*-**--*-*Don't Know
*%-%-%-%-%-%-%-%-%*%-%*%*%-%-%1%-%*%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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QS3a. What would you say are the reasons for the expected decrease?
Base: All who anticipate volume of mail to decrease

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*aba*ba*ba*bac*b*aSignificance Level: 95%
868332117971092591101312116Unweighted total
728730147811107259310837118Weighted total

Increase use of emailing
324917840-67125563-467services

38%86%57%56%58%52%-%62%46%59%58%-%57%57%

Use of new/digital
4130542753053030*535communication methods

61%66%35%16%29%34%46%28%19%33%28%4%64%30%

2*1210311-21219182121Postal costs
24%11%14%32%21%14%-%20%9%21%17%90%9%18%

b

Retirement / closing the
1-9449486610-213business

17%-%10%13%28%11%38%8%26%7%10%-%33%11%

Electronic technology is
--142--6-632-6more reliable / faster
-%-%2%13%12%-%-%5%-%6%3%90%-%5%

b

Less effective than
other communications

1**413-4*44**4media
17%9%*%13%10%3%-%4%1%4%3%6%2%3%

b

Poor customer service
1--44--4314--4/unreliable service

17%-%-%13%28%-%-%4%11%1%4%-%-%3%

b

--4*-4*44*4--4Downsizing the company
-%-%4%*%-%5%1%4%15%*%4%-%-%3%

--12-*-3*33--3More BACS payments
-%-%1%8%-%1%-%3%1%3%3%-%-%3%

b

Increase use of social
--2--2-2-22--2media
-%-%3%-%-%3%-%2%-%3%2%-%-%2%

-*2*-2-2*22-*2Environmental costs
-%11%2%*%-%3%-%2%2%2%2%-%3%2%

Too complicated - hard
to understand what the

---*---*-**--*best mailing option is
-%-%-%1%-%-%-%*%-%*%*%-%-%*%

Relocation of staff /
--------------company
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Because of the recession
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Produced by OLR
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QS3a. What would you say are the reasons for the expected decrease?
Base: All who anticipate volume of mail to decrease



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*aba*ba*ba*bac*b*aSignificance Level: 95%
868332117971092591101312116Unweighted total
728730147811107259310837118Weighted total

--------------Security concerns
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--3--321*23--3Other
-%-%3%-%-%3%15%1%2%2%2%-%-%2%

--*--*-*-**--*Don't Know
-%-%1%-%-%1%-%*%-%1%*%-%-%*%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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QS3a. What would you say are the reasons for the expected decrease?
Base: All who anticipate volume of mail to decrease

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthMonthother main provider

DecNovOctJunMayAprMarFebJanDissatisfiedSatisfiedTOTAL

*c*b*a*c*b*a*c*b*a*b*aSignificance Level: 95%
149192110312199-11116Unweighted total
151317256216177-7118Weighted total

Increase use of emailing
971215321081-367services

64%57%72%59%47%81%63%44%12%-%48%57%

Use of new/digital
274113-223-435communication methods

17%55%22%46%46%-%15%13%42%-%66%30%

4*343*-51-221Postal costs
30%3%17%16%39%19%-%32%21%-%27%18%

Retirement / closing the
1432--3----13business
4%29%18%10%-%-%18%-%-%-%-%11%

Electronic technology is
--1----4---6more reliable / faster
-%-%9%-%-%-%-%24%-%-%-%5%

Less effective than
other communications

2--1--**--14media
16%-%-%6%-%-%1%1%-%-%21%3%

Poor customer service
---4------14/unreliable service
-%-%-%16%-%-%-%-%-%-%18%3%

*------4---4Downsizing the company
1%-%-%-%-%-%-%22%-%-%-%3%

--2--**----3More BACS payments
-%-%14%-%-%9%3%-%-%-%-%3%

Increase use of social
2----------2media

16%-%-%-%-%-%-%-%-%-%-%2%

1-**---*--*2Environmental costs
10%-%1%*%-%-%-%3%-%-%4%2%

Too complicated - hard
to understand what the

-*---------*best mailing option is
-%1%-%-%-%-%-%-%-%-%-%*%

Relocation of staff /
------------company
-%-%-%-%-%-%-%-%-%-%-%-%

------------Because of the recession
-%-%-%-%-%-%-%-%-%-%-%-%

------------Security concerns
-%-%-%-%-%-%-%-%-%-%-%-%

---*---*2--3Other
-%-%-%2%-%-%-%3%24%-%-%2%

--------*--*Don't Know
-%-%-%-%-%-%-%-%7%-%-%*%

Columns Tested: a,b - a,b,c - a,b,c - a,b,c

Produced by OLR
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QS3a. What would you say are the reasons for the expected decrease?
Base: All who anticipate volume of mail to decrease



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
2135323441312132Unweighted total
37121259101332240Weighted total

Increase use of emailing
101-*-153-1-*-11services
28%83%-%33%-%32%50%27%-%46%-%12%-%28%

10-*--2251----11Postal costs
28%-%30%-%-%36%25%50%100%-%-%-%-%27%

Use of new/digital
6-1*11-----127communication methods

16%-%34%33%51%32%-%-%-%-%-%88%100%17%

*--------*---*Environmental costs
1%-%-%-%-%-%-%-%-%9%-%-%-%1%

Too complicated - hard
to understand what the

--------------best mailing option is
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Less effective than
other communications

--------------media
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Increase use of social
--------------media
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Downsizing the company
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Relocation of staff /
--------------company
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Because of the recession
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

10*1*1-22-13--11QS3a other
27%17%36%33%49%-%25%23%-%46%100%-%-%27%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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QS3b. What is the main reason for the expected decrease in volumes of post? Please choose the most important reason.
Base: All with 2 or more reasons for an decrease in volume

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
171561142612183-3432Unweighted total
20201**13918192-2540Weighted total

Increase use of emailing
47*--*11--62-*411services

21%36%36%-%-%60%28%-%-%65%80%-%9%68%28%

82----1110--*---11Postal costs
42%12%-%-%-%-%28%59%-%-%20%-%-%-%27%

Use of new/digital
25*--*7311--2-7communication methods

11%23%13%-%-%21%17%16%100%6%-%-%91%-%17%

-**-*--*------*Environmental costs
-%1%27%-%100%-%-%1%-%-%-%-%-%-%1%

Too complicated - hard
to understand what the

---------------best mailing option is
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Less effective than
other communications

---------------media
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Increase use of social
---------------media
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Downsizing the company
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Relocation of staff /
---------------company
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Because of the recession
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

56**-*114-2---211QS3a other
27%28%24%100%-%19%27%24%-%29%-%-%-%32%27%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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QS3b. What is the main reason for the expected decrease in volumes of post? Please choose the most important reason.
Base: All with 2 or more reasons for an decrease in volume

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
-22-2111571787251141532Unweighted total
-*2-5132072310733**72040Weighted total

Increase use of emailing
----33537139-**511services
-%-%-%-%53%26%26%36%31%15%36%26%-%100%6%24%28%

--2-2*625429--2911Postal costs
-%-%94%-%47%4%31%22%23%39%22%28%-%-%23%46%27%

Use of new/digital
--*--5234*34*--47communication methods
-%-%6%-%-%36%10%38%16%4%38%12%100%-%-%18%17%

-*-----*--*-----*Environmental costs
-%71%-%-%-%-%-%3%-%-%3%-%-%-%-%-%1%

Too complicated - hard
to understand what the

-----------------best mailing option is
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Less effective than
other communications

-----------------media
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Increase use of social
-----------------media
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Downsizing the company
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Relocation of staff /
-----------------company
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Because of the recession
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*---46*74*11--5211QS3a other
-%29%-%-%-%34%32%1%30%41%1%33%-%-%71%12%27%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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QS3b. What is the main reason for the expected decrease in volumes of post? Please choose the most important reason.
Base: All with 2 or more reasons for an decrease in volume

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*ba*e*d*c*b*aSignificance Level: 95%
17246262301--21332Unweighted total
*1030832337*--*2040Weighted total

Increase use of emailing
-3838-11----311services
-%32%27%41%25%-%30%-%-%-%-%15%28%

--11-11-11----511Postal costs
-%-%36%-%33%-%29%-%-%-%-%22%27%

Use of new/digital
-3425-7*---57communication methods
-%29%13%21%16%-%18%100%-%-%-%24%17%

*--*-*----*-*Environmental costs
100%-%-%3%-%8%-%-%-%-%71%-%1%

Too complicated - hard
to understand what the

-------------best mailing option is
-%-%-%-%-%-%-%-%-%-%-%-%-%

Less effective than
other communications

-------------media
-%-%-%-%-%-%-%-%-%-%-%-%-%

Increase use of social
-------------media
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Downsizing the company
-%-%-%-%-%-%-%-%-%-%-%-%-%

Relocation of staff /
-------------company
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Because of the recession
-%-%-%-%-%-%-%-%-%-%-%-%-%

-473838---*811QS3a other
-%40%24%35%26%92%22%-%-%-%29%39%27%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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QS3b. What is the main reason for the expected decrease in volumes of post? Please choose the most important reason.
Base: All with 2 or more reasons for an decrease in volume

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
3291210142341012291829681832Unweighted total
335161134264121835193510112040Weighted total

Increase use of emailing
*113*-38333113112*911services

13%33%19%4%-%62%30%62%25%15%33%18%33%25%4%44%28%

-845--10-6284826311Postal costs
-%23%22%40%-%-%37%-%47%14%23%21%23%17%59%14%27%

Use of new/digital
*633-242*46463127communication methods
3%18%19%29%-%36%14%36%1%25%18%23%18%34%13%11%17%

-***--*--****-*-*Environmental costs
-%1%1%2%-%-%1%-%-%1%1%1%1%-%2%-%1%

Too complicated - hard
to understand what the

-----------------best mailing option is
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Less effective than
other communications

-----------------media
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Increase use of social
-----------------media
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Downsizing the company
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Relocation of staff /
-----------------company
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Because of the recession
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

39633*5*3897922611QS3a other
83%25%39%25%100%2%18%2%27%45%25%36%25%25%22%32%27%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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QS3b. What is the main reason for the expected decrease in volumes of post? Please choose the most important reason.
Base: All with 2 or more reasons for an decrease in volume

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

c*b*a*cb*a*f*e*dc*ba*c*b*a*b*aSignificance Level: 95%
32--63126-29273024302611212132Unweighted total
40--83932-3634382938362*272740Weighted total

Increase use of emailing
11--1105-981071011--11911services
28%-%-%8%25%16%-%25%23%26%26%26%30%-%-%40%33%28%

11--3119-11101181182*5611Postal costs
27%-%-%34%28%28%-%30%28%28%27%28%22%100%100%17%24%27%

Use of new/digital
7--277-556567--547communication methods

17%-%-%24%18%21%-%15%16%17%18%17%19%-%-%19%16%17%

*---**-*****-----*Environmental costs
1%-%-%-%1%1%-%1%1%1%1%1%-%-%-%-%-%1%

Too complicated - hard
to understand what the

------------------best mailing option is
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Less effective than
other communications

------------------media
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Increase use of social
------------------media
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Downsizing the company
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Relocation of staff /
------------------company
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Because of the recession
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

11--31111-11111191111--7711QS3a other
27%-%-%34%28%34%-%30%32%29%29%29%29%-%-%25%27%27%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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QS3b. What is the main reason for the expected decrease in volumes of post? Please choose the most important reason.
Base: All with 2 or more reasons for an decrease in volume

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*ba*b*a*c*b*aSignificance Level: 95%
232011517-32725251632Unweighted total
222416822-40832332540Weighted total

Increase use of emailing
*-11*18-113811-*11services

26%-%46%3%15%36%-%28%37%26%33%-%9%28%

--3826-11-1182-11Postal costs
-%-%13%48%20%25%-%27%-%33%26%100%-%27%

Use of new/digital
-15215-7*65-27communication methods
-%85%22%10%18%24%-%17%6%20%15%-%37%17%

-*-----*-*--**Environmental costs
-%15%-%-%-%-%-%1%-%1%-%-%5%1%

Too complicated - hard
to understand what the

--------------best mailing option is
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Less effective than
other communications

--------------media
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Increase use of social
--------------media
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Downsizing the company
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Relocation of staff /
--------------company
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Because of the recession
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1-5643-11569-211QS3a other
74%-%19%40%47%16%-%27%58%20%26%-%49%27%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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QS3b. What is the main reason for the expected decrease in volumes of post? Please choose the most important reason.
Base: All with 2 or more reasons for an decrease in volume

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthMonthother main provider

DecNovOctJunMayAprFebJanDissatisfiedSatisfiedTOTAL

*c*b*a*c*b*a*b*a*b*aSignificance Level: 95%
63862151-332Unweighted total
768102*7*-240Weighted total

Increase use of emailing
2223**1--*11services

34%40%20%32%21%100%18%-%-%23%28%

2-13--4*--11Postal costs
34%-%16%27%-%-%58%100%-%-%27%

Use of new/digital
212-2-----7communication methods

29%21%25%-%79%-%-%-%-%-%17%

--*------**Environmental costs
-%-%3%-%-%-%-%-%-%12%1%

Too complicated - hard
to understand what the

-----------best mailing option is
-%-%-%-%-%-%-%-%-%-%-%

Less effective than
other communications

-----------media
-%-%-%-%-%-%-%-%-%-%-%

Increase use of social
-----------media
-%-%-%-%-%-%-%-%-%-%-%

-----------Downsizing the company
-%-%-%-%-%-%-%-%-%-%-%

Relocation of staff /
-----------company
-%-%-%-%-%-%-%-%-%-%-%

-----------Because of the recession
-%-%-%-%-%-%-%-%-%-%-%

*234--2--111QS3a other
2%40%36%41%-%-%25%-%-%64%27%

Columns Tested: a,b - a,b - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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QS3b. What is the main reason for the expected decrease in volumes of post? Please choose the most important reason.
Base: All with 2 or more reasons for an decrease in volume

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
734143167156827882106907164100611200Unweighted total

103250615784931821888670134123721200Weighted total

Yes, and we have tried
951521052018957146103another provider

9%1%9%4%11%5%11%10%10%8%5%11%9%9%

jlljljlljlljll

Yes, but we have not
56225372035526565tried another provider

5%4%4%8%3%8%11%1%5%7%2%5%7%5%

ffcfklmf

87747535071791421657359125102611026No
85%93%87%88%85%85%78%88%84%85%93%83%84%86%

abdeghikg
m

4**--2-2-*---5Don't Know
*%1%1%-%-%2%-%1%-%*%-%-%-%*%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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QS4. Have you or your organisation ever considered trying a postal provider?
Base: All Respondents

Produced by OLR
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UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

baedcbagfed*cbaSignificance Level: 95%
68551529250581849084865428095161161191200Unweighted total
62357748893011524625930989161031191200Weighted total

Yes, and we have tried
6242612398375384*132103another provider
10%7%12%8%17%11%8%8%9%12%5%1%13%2%9%

aaaadad

Yes, but we have not
3926311262216232-10265tried another provider

6%5%7%11%8%5%5%5%10%8%2%-%9%1%5%

adadadg

518508397725987402482448316801151026No
83%88%81%81%73%84%86%87%81%79%93%99%78%97%86%

bccbebefbefg

5**-*-51-4----5Don't Know
1%*%*%-%2%-%*%*%-%1%-%-%-%-%*%

ab

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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QS4. Have you or your organisation ever considered trying a postal provider?
Base: All Respondents

Produced by OLR
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Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*gfedcbacbaba*dcbaSignificance Level: 95%
24362971472236063085893033088922985744791200Unweighted total
3163460142212712240622338240960564575801200Weighted total

Yes, and we have tried
22326205959321359451101154103another provider

84%11%10%3%4%10%8%24%5%4%24%5%14%16%19%9%9%

dabaa

Yes, but we have not
*422812342925112935*1*3765tried another provider

16%26%6%3%5%6%5%12%4%3%12%4%3%2%*%6%5%

abcdeabab

-102854129180617147565314147880450464871026No
-%62%82%90%91%85%87%61%91%93%61%92%82%78%81%84%86%

fffffccb

--12--25-*5*-2-25Don't Know
-%-%2%4%-%-%*%2%-%*%2%*%-%4%-%*%*%

babcabaa
Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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QS4. Have you or your organisation ever considered trying a postal provider?
Base: All Respondents

Produced by OLR
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Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cbababa*e*dcbaSignificance Level: 95%
142749111421057981101292642644921200Unweighted total

828690615310461071092242440634911200Weighted total

Yes, and we have tried
377244954366781381647103another provider

34%27%3%32%5%34%6%32%55%21%25%10%9%

aaaaa

Yes, but we have not
*234214511055718112565tried another provider
6%8%5%9%5%10%5%29%4%21%17%5%5%

aaaa

518284086940579697823364181026No
59%64%93%56%90%53%89%29%34%58%58%85%86%

bbbbc

-51414122---5Don't Know
-%2%*%3%*%4%*%10%7%-%-%-%*%

aaa
Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c
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QS4. Have you or your organisation ever considered trying a postal provider?
Base: All Respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
13311374213009342819259398523113273511043422066431200Unweighted total
10111324172866346788266361522111567010823252196431200Weighted total

Yes, and we have tried
22895616*7450563180784570421840103another provider
22%8%14%6%4%21%6%21%8%15%7%7%6%13%8%6%9%

abbcabcdegabcega

Yes, but we have not
5593117-354024164056494924202065tried another provider
5%5%7%6%-%10%5%9%4%8%5%7%5%8%9%3%5%

acegacegacaa

7397932725352336971853123989775719572561785821026No
72%86%79%89%96%67%88%70%86%76%88%85%88%79%81%90%86%

acadfdffdfdfbdfbc

*52--41-2455523*5Don't Know
*%*%1%-%-%1%*%-%1%1%*%1%*%1%1%*%*%

gga
Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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QS4. Have you or your organisation ever considered trying a postal provider?
Base: All Respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbac*babaSignificance Level: 95%
116931149183115572141169946117610171166108316667749011200Unweighted total
11891216516711497056117093311749861165109317627398831200Weighted total

Yes, and we have tried
764303096762998794839390-85666103another provider
6%7%18%18%8%11%37%8%9%8%8%8%8%-%14%8%7%9%

bcab

Yes, but we have not
3323076244-63586553645037364465tried another provider
2%4%18%4%5%6%-%5%6%6%5%6%5%19%11%5%5%5%

bcc

108812103129986583410027831010844100394814476447681026No
92%89%63%77%86%83%63%86%84%86%86%86%87%81%76%87%87%86%

aaca

-42*53-555555--255Don't Know
-%*%1%*%*%*%-%*%1%*%*%*%*%-%-%*%1%*%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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QS4. Have you or your organisation ever considered trying a postal provider?
Base: All Respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

bababababacbaSignificance Level: 95%
1714596222359960941106480720102967991200Unweighted total
167379742186893811110894737271026651031200Weighted total

Yes, and we have tried
38207228770*1033569--103103another provider
23%53%7%13%10%7%*%9%7%9%-%-%100%9%

bbbbc

Yes, but we have not
1743827736*642638-65-65tried another provider
10%12%4%12%11%4%*%6%6%5%-%100%-%5%

babac

10713858163548271119164086191026--1026No
64%35%88%75%80%88%99%84%86%85%100%-%-%86%

aaaab

5-5--5-532---5Don't Know
3%-%1%-%-%1%-%*%1%*%-%-%-%*%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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QS4. Have you or your organisation ever considered trying a postal provider?
Base: All Respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthMonthother main provider

DecNovOctJunMayAprMarFebJanDissatisfiedSatisfiedTOTAL

cbacbacba*baSignificance Level: 95%
141112144245956012317011041881200Unweighted total
145132120247975614116210061751200Weighted total

Yes, and we have tried
172010171745310446103another provider
11%15%8%7%17%8%3%2%10%60%26%9%

cbc

Yes, but we have not
9611873810431965tried another provider
6%4%9%3%7%5%6%6%4%40%11%5%

11910699222724912814883-1061026No
83%80%83%90%74%87%91%91%83%-%60%86%

ba

--*-2-**2-55Don't Know
-%-%*%-%2%-%*%*%2%-%3%*%

c
Columns Tested: a,b - a,b,c - a,b,c - a,b,c
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QS4. Have you or your organisation ever considered trying a postal provider?
Base: All Respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
6141321451386764649174595983531029Unweighted total
87747535071791421657359125102611026Weighted total

We don't mail large
206897182132381013302618230enough volumes

24%16%17%14%25%27%23%23%14%21%24%26%30%22%

jjjejkl

Our chosen provider is
reliable enough for our

14191285723361610141713169needs
16%18%22%15%7%9%16%22%22%17%12%16%21%16%

ihihihii

Convenience / easier /
9817412615153818138111suits our needs
11%2%14%9%17%8%11%9%4%13%14%13%14%11%

elellellllelelel

We are near a Post
9075659205888188108Office
10%15%10%12%8%12%14%3%11%13%6%17%13%11%

ffffffff

Our chosen provider is
fast enough for our

845744513161161013699needs
10%10%13%7%5%6%9%10%15%10%8%12%10%10%

Our chosen provider is
safe enough for our

79473451318115710692needs
9%8%13%5%5%6%9%11%15%8%6%10%10%9%

jj

Unaware of other
5984735101382811*79providers

7%16%7%15%4%6%7%8%11%3%6%11%*%8%

adhikmadikmaaa

Happy / satisfied with
the service from current

562162871263107*65provider
6%5%3%12%3%10%5%8%8%5%8%7%*%6%

aklmak

Not considered / haven't
thought about it / no
time / it's not my

54131535105*185260decision
6%2%6%2%8%4%4%6%7%1%14%5%3%6%

abdghjl

m

No need to change - no
demand / requirement to

4931333976286356change
6%6%2%7%4%4%7%4%9%4%6%6%6%5%

k

Support Royal Mail /
local Post Office / I'm

42251421071256350against privatisation
5%4%9%3%5%2%7%5%2%4%4%6%6%5%

j
Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
Produced by OLR
OFC1885
Issue date: 18/01/16
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QS5. What are the main reasons for not considering using a postal service provider other than Royal Mail or [QV5c provider] at least for some items?
Base: All those not considering another supplier



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
6141321451386764649174595983531029Unweighted total
87747535071791421657359125102611026Weighted total

Don't know enough about
other providers and

3121213582237-37their services
4%4%2%5%2%4%4%5%3%4%2%6%-%4%

Don't know enough about
what other providers

3511*55721*103-36offer
4%2%2%*%7%6%5%1%2%1%8%3%-%4%

jjkjjafjkl

Others more expensive
than our current

271-1152101*31329providers
3%1%-%2%2%6%2%6%2%*%2%1%5%3%

kkklk

Other providers don't
pick up mail in this

21232325*44-*328area
2%5%5%5%4%2%4%*%5%6%-%*%5%3%

fbffbfbff

Our customers prefer our
14311115-13-*219chosen provider

2%6%2%1%2%2%4%-%2%5%-%*%3%2%

bfjmf

Always been with them /
13111222-12-2*15always use them

1%2%3%1%3%3%2%-%2%4%-%2%*%1%

Other operators do not
provide the service I

5-1*----113--7need
1%-%2%1%-%-%-%-%2%2%2%-%-%1%

3-**-2---1---4Close to a post box
*%-%1%1%-%2%-%-%-%2%-%-%-%*%

2-----2------2Loyalty
*%-%-%-%-%-%2%-%-%-%-%-%-%*%

Other providers could
not deliver to all the

1**-----1----2areas we need
*%1%1%-%-%-%-%-%2%-%-%-%-%*%

m

Mainly doing it
electronically / on the

1--**----1---2internet
*%-%-%*%*%-%-%-%-%2%-%-%-%*%

m

There aren't any others
in this area / no
competition - they have

-111---------3the monopoly
-%2%2%1%-%-%-%-%-%-%-%-%-%*%

mmm
Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
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QS5. What are the main reasons for not considering using a postal service provider other than Royal Mail or [QV5c provider] at least for some items?
Base: All those not considering another supplier



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
6141321451386764649174595983531029Unweighted total
87747535071791421657359125102611026Weighted total

1912151-51132*22No reason
2%2%3%1%7%2%-%3%2%2%2%2%*%2%

gjm

505134451054103560Other
6%11%3%6%5%5%3%6%7%8%8%3%8%6%

bkm

2----2-------2Don't know
*%-%-%-%-%2%-%-%-%-%-%-%-%*%

m
Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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QS5. What are the main reasons for not considering using a postal service provider other than Royal Mail or [QV5c provider] at least for some items?
Base: All those not considering another supplier

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

baedcbagfed*cbaSignificance Level: 95%
5894402424144157787427462178915911141029Unweighted total
518508397725987402482448316801151026Weighted total

We don't mail large
8314751132259314591751817230enough volumes
16%29%13%14%9%14%23%23%30%24%20%30%23%15%22%

bbceaaa

Our chosen provider is
reliable enough for our

84857114162666392111217169needs
16%17%17%14%21%17%16%16%12%16%25%4%14%15%16%

g

Convenience / easier /
39713-*21084832112469111suits our needs

8%14%7%-%7%8%11%12%7%9%14%24%7%8%11%

bde

We are near a Post
60494**3105393357-1011108Office
12%10%10%4%3%13%11%10%5%14%9%-%12%10%11%

Our chosen provider is
fast enough for our

50493112963512716-31299needs
10%10%8%8%11%8%10%9%3%11%20%-%4%11%10%

bbfg

Our chosen provider is
safe enough for our

47453112892712718-31292needs
9%9%7%8%11%6%9%7%3%11%21%-%4%10%9%

babefg

Unaware of other
49304*1375283183*111079providers

9%6%10%7%10%10%8%7%7%7%3%3%14%9%8%

adg

Happy / satisfied with
the service from current

28372-1263202207*7665provider
5%7%6%-%11%6%6%5%5%8%8%3%8%5%6%

d

Not considered / haven't
thought about it / no
time / it's not my

223741*256284183-5260decision
4%7%9%21%6%7%6%7%8%7%4%-%7%2%6%

babceaa

No need to change - no
demand / requirement to

35212**15524-15433256change
7%4%4%5%3%4%6%6%-%6%5%18%4%2%5%

Support Royal Mail /
local Post Office / I'm

30201--149201135--950against privatisation
6%4%3%-%-%4%5%5%3%5%6%-%-%8%5%

bbbb
Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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QS5. What are the main reasons for not considering using a postal service provider other than Royal Mail or [QV5c provider] at least for some items?
Base: All those not considering another supplier



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

baedcbagfed*cbaSignificance Level: 95%
5894402424144157787427462178915911141029Unweighted total
518508397725987402482448316801151026Weighted total

Don't know enough about
other providers and

24121*-13612544-5537their services
5%2%3%6%-%3%4%3%10%2%5%-%6%4%4%

ege

Don't know enough about
what other providers

15211*-13613-10322736offer
3%4%2%3%-%2%4%3%-%4%3%15%2%6%4%

Others more expensive
than our current

14151--12812343-3429providers
3%3%2%-%-%4%3%3%6%2%3%-%4%4%3%

Other providers don't
pick up mail in this

28-1**1277*33--1628area
5%-%3%2%1%3%3%2%*%1%3%-%-%13%3%

abdefg

Our customers prefer our
9921*11731102**219chosen provider
2%2%4%7%1%4%2%1%2%4%2%1%1%1%2%

aag

Always been with them /
791***148**1-2215always use them
1%2%2%2%7%1%1%2%1%*%1%-%3%1%1%

abe

Other operators do not
provide the service I

43*--*613----27need
1%1%1%-%-%1%1%*%6%-%-%-%-%2%1%

bdegeg

22----42-1*---4Close to a post box
*%*%-%-%-%-%*%1%-%*%1%-%-%-%*%

2-----2------22Loyalty
*%-%-%-%-%-%*%-%-%-%-%-%-%2%*%

eg

Other providers could
not deliver to all the

2*----2--*---22areas we need
*%*%-%-%-%-%*%-%-%*%-%-%-%1%*%

g

Mainly doing it
electronically / on the

2-**-*1--*1---2internet
*%-%1%3%-%*%*%-%-%*%2%-%-%-%*%

ag
Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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QS5. What are the main reasons for not considering using a postal service provider other than Royal Mail or [QV5c provider] at least for some items?
Base: All those not considering another supplier

Produced by OLR
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UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

baedcbagfed*cbaSignificance Level: 95%
5894402424144157787427462178915911141029Unweighted total
518508397725987402482448316801151026Weighted total

There aren't any others
in this area / no
competition - they have

2**--*31*1---*3the monopoly
*%*%*%-%-%*%*%*%*%1%-%-%-%*%*%

1482**121547*-2422No reason
3%2%4%5%4%3%2%1%7%3%1%-%3%4%2%

dg

2931311157273104*6860Other
6%6%9%15%21%4%6%7%6%4%5%3%7%7%6%

ababe

-2----22------2Don't know
-%*%-%-%-%-%*%*%-%-%-%-%-%-%*%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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QS5. What are the main reasons for not considering using a postal service provider other than Royal Mail or [QV5c provider] at least for some items?
Base: All those not considering another supplier

Produced by OLR
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Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*fedcbacbaba*dcbaSignificance Level: 95%
-2847861281945352085392822088212365624121029Unweighted total
-102854129180617147565314147880450464871026Weighted total

We don't mail large
---630381561413086142161109112230enough volumes
-%-%-%10%23%21%25%9%23%28%9%25%18%21%19%23%22%

edededeccb

Our chosen provider is
reliable enough for our

-*51227251002994462914017588169needs
-%4%16%22%21%14%16%20%17%15%20%16%22%14%10%18%16%

Convenience / easier /
-3*516137311762311100*5452111suits our needs
-%28%1%9%13%7%12%7%14%7%7%11%6%9%8%11%11%

eeac

We are near a Post
-*121422661560341594*3562108Office
-%4%4%4%11%12%11%10%11%11%10%11%11%5%12%13%11%

d

Our chosen provider is
fast enough for our

-*36181259155430158417*4899needs
-%4%10%11%14%7%10%10%10%10%10%10%17%13%*%10%10%

bbb

Our chosen provider is
safe enough for our

-*36161057145127147815*4692needs
-%3%10%10%13%6%9%10%9%9%10%9%17%10%*%9%9%

bbb

Unaware of other
-176616421242241267*563579providers
-%8%24%11%5%9%7%8%7%8%8%8%5%9%13%7%8%

abcd

Happy / satisfied with
the service from current

-*111315301534161550-322865provider
-%3%2%2%10%9%5%10%6%5%10%6%-%6%4%6%6%

addaba

Not considered / haven't
thought about it / no
time / it's not my

-*231083663914654*712660decision
-%3%8%6%8%5%6%4%7%5%4%6%10%14%2%5%6%

ab

No need to change - no
demand / requirement to

-**611534730197491-52956change
-%1%1%10%1%8%6%5%5%6%5%6%16%-%10%6%5%

cecccc

Support Royal Mail /
local Post Office / I'm

-34*75301227111238-342250against privatisation
-%28%15%*%6%3%5%8%5%3%8%4%-%7%8%4%5%

abcddaa
Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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QS5. What are the main reasons for not considering using a postal service provider other than Royal Mail or [QV5c provider] at least for some items?
Base: All those not considering another supplier



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*fedcbacbaba*dcbaSignificance Level: 95%
-2847861281945352085392822088212365624121029Unweighted total
-102854129180617147565314147880450464871026Weighted total

Don't know enough about
other providers and

--42242551913532-112437their services
-%-%13%4%2%2%4%3%3%4%3%4%-%1%2%5%4%

abcd

Don't know enough about
what other providers

-122192181910828*3-2336offer
-%7%6%4%1%5%3%5%3%3%5%3%5%6%-%5%4%

ccb

Others more expensive
than our current

-*2*43177148722**21729providers
-%2%6%1%3%2%3%5%2%3%5%3%2%*%4%3%3%

Other providers don't
pick up mail in this

-*-1142211215127*-11028area
-%3%-%3%1%2%4%1%2%5%1%3%4%-%1%2%3%

c

Our customers prefer our
-*21*31231053151**819chosen provider
-%2%8%2%*%2%2%2%2%2%2%2%19%*%*%2%2%

abc

Always been with them /
-****68375312**-615always use them
-%2%2%*%*%4%1%2%1%2%2%1%10%1%-%1%1%

c

Other operators do not
provide the service I

---**33*43*6---37need
-%-%-%*%*%1%1%*%1%1%*%1%-%-%-%1%1%

--*---3*-3*3---24Close to a post box
-%-%2%-%-%-%1%*%-%1%*%*%-%-%-%*%*%

b

-----2--2--2-2--2Loyalty
-%-%-%-%-%1%-%-%*%-%-%*%-%5%-%-%*%

aa

Other providers could
not deliver to all the

------2--2-2----2areas we need
-%-%-%-%-%-%*%-%-%1%-%*%-%-%-%-%*%

Mainly doing it
electronically / on the

--*--*1**1*1---12internet
-%-%1%-%-%*%*%*%*%*%*%*%-%-%-%*%*%

There aren't any others
in this area / no
competition - they have

--*-**2*21*3--*13the monopoly
-%-%*%-%*%*%*%*%*%*%*%*%-%-%1%*%*%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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QS5. What are the main reasons for not considering using a postal service provider other than Royal Mail or [QV5c provider] at least for some items?
Base: All those not considering another supplier



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*fedcbacbaba*dcbaSignificance Level: 95%
-2847861281945352085392822088212365624121029Unweighted total
-102854129180617147565314147880450464871026Weighted total

-*315495134517*45622No reason
-%2%9%3%4%2%1%3%2%1%3%2%4%7%11%1%2%

abaa

-1410313291728151743-311760Other
-%9%14%19%2%7%5%12%5%5%12%5%-%6%2%3%6%

acabcaba

------2--2-2---22Don't know
-%-%-%-%-%-%*%-%-%1%-%*%-%-%-%*%*%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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QS5. What are the main reasons for not considering using a postal service provider other than Royal Mail or [QV5c provider] at least for some items?
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Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cbababa*e*d*cbaSignificance Level: 95%
7181840819475397591428364221029Unweighted total
518284086940579697823364181026Weighted total

We don't mail large
*35194142166224-12180230enough volumes

10%19%23%16%23%10%23%-%15%7%4%19%22%

bb

Our chosen provider is
reliable enough for our

1261421915071622311182169needs
19%14%17%21%16%12%17%30%36%4%31%20%16%

Convenience / easier /
-159541065106-14152111suits our needs
-%8%11%5%11%8%11%-%14%18%3%12%11%

We are near a Post
-910021071108*-3246108Office
-%5%12%2%11%1%11%6%-%15%5%11%11%

bbb

Our chosen provider is
fast enough for our

-148599079222*54899needs
-%8%10%10%10%13%9%25%20%1%15%11%10%

Our chosen provider is
safe enough for our

-128178568722354292needs
-%7%10%9%9%10%9%25%20%12%15%10%9%

Unaware of other
11761673474*-*33079providers

20%9%7%7%8%7%8%6%-%1%8%7%8%

Happy / satisfied with
the service from current

*27381154105521262665provider
8%15%5%13%6%18%6%34%10%7%18%6%6%

aaaa

Not considered / haven't
thought about it / no
time / it's not my

-1346455356-*222960decision
-%7%6%5%6%6%6%-%3%10%5%7%6%

No need to change - no
demand / requirement to

-12456504521*1*2756change
-%6%5%7%5%7%5%17%3%5%*%6%5%

Support Royal Mail /
local Post Office / I'm

-1040445445--252250against privatisation
-%5%5%5%5%8%5%-%-%7%14%5%5%

a

Don't know enough about
other providers and

-631234234*--3837their services
-%3%4%3%4%4%4%6%-%-%8%2%4%

a
Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c
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QS5. What are the main reasons for not considering using a postal service provider other than Royal Mail or [QV5c provider] at least for some items?
Base: All those not considering another supplier



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cbababa*e*d*cbaSignificance Level: 95%
7181840819475397591428364221029Unweighted total
518284086940579697823364181026Weighted total

Don't know enough about
what other providers

-828531235--321036offer
-%5%3%6%3%3%4%-%-%11%5%2%4%

Others more expensive
than our current

-622425425*1211329providers
-%3%3%4%3%7%3%6%17%10%2%3%3%

Other providers don't
pick up mail in this

*-28*28*28---*1428area
10%-%3%1%3%1%3%-%-%-%1%3%3%

b

Our customers prefer our
-613513415-**3719chosen provider
-%3%1%6%1%7%2%-%3%1%7%2%2%

aaa

Always been with them /
-312214214--*-715always use them
-%2%1%2%1%3%1%-%-%*%-%2%1%

Other operators do not
provide the service I

-34-7-7----57need
-%1%*%-%1%-%1%-%-%-%-%1%1%

-22-4-4----24Close to a post box
-%1%*%-%*%-%*%-%-%-%-%*%*%

--2-2-2-----2Loyalty
-%-%*%-%*%-%*%-%-%-%-%-%*%

Other providers could
not deliver to all the

--2-2-2----12areas we need
-%-%*%-%*%-%*%-%-%-%-%*%*%

Mainly doing it
electronically / on the

-*1-2-2----*2internet
-%*%*%-%*%-%*%-%-%-%-%*%*%

There aren't any others
in this area / no
competition - they have

-*2-3-3----23the monopoly
-%*%*%-%*%-%*%-%-%-%-%*%*%

2316418220--*-822No reason
52%2%2%5%2%4%2%-%-%2%-%2%2%

-951654357-*252360Other
-%5%6%6%6%5%6%-%2%9%13%6%6%

--2-2-2----22Don't know
-%-%*%-%*%-%*%-%-%-%-%*%*%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c
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QS5. What are the main reasons for not considering using a postal service provider other than Royal Mail or [QV5c provider] at least for some items?
Base: All those not considering another supplier



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
9498233226682347121803434019856209702741645841029Unweighted total
7397932725352336971853123989775719572561785821026Weighted total

We don't mail large
102224651-341413149642201182203828160230enough volumes
14%23%14%20%-%15%20%16%16%16%23%21%23%15%16%28%22%

acdedebc

Our chosen provider is
reliable enough for our

61597351-4911935428316197159603872169needs
9%16%22%20%-%21%17%19%14%21%16%17%17%23%21%12%16%

bcceaa

Convenience / easier /
121064338*208220215110767105221673111suits our needs
16%11%13%15%8%9%12%11%7%13%11%12%11%9%9%13%11%

aeeeee

We are near a Post
4100352512770203442995597212265108Office
6%10%11%10%11%11%10%11%11%10%10%10%10%8%13%11%11%

Our chosen provider is
fast enough for our

4963728-287623234496499434263999needs
6%10%11%11%-%12%11%13%7%11%10%9%10%13%15%7%10%

aa

Our chosen provider is
safe enough for our

3883824-296724214287448431223992needs
4%9%12%9%-%13%10%13%7%11%9%8%9%12%12%7%9%

cbeaa

Unaware of other
97523114185913342774467223163879providers

12%8%7%4%72%8%9%7%11%7%8%8%8%9%9%7%8%

Happy / satisfied with
the service from current

9583011-25492324295733521893865provider
12%6%9%4%-%11%7%12%8%7%6%6%5%7%5%7%6%

bbcabcdg

Not considered / haven't
thought about it / no
time / it's not my

8582416-184112182958425513133460decision
11%6%7%6%-%8%6%6%6%7%6%7%6%5%7%6%6%

No need to change - no
demand / requirement to

2532119*1038618245329531083856change
3%5%6%8%9%4%6%3%6%6%5%5%6%4%5%7%5%

Support Royal Mail /
local Post Office / I'm

6482014-15301515244527451262750against privatisation
8%5%6%5%-%6%4%8%5%6%5%5%5%5%4%5%5%

acg

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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QS5. What are the main reasons for not considering using a postal service provider other than Royal Mail or [QV5c provider] at least for some items?
Base: All those not considering another supplier



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
9498233226682347121803434019856209702741645841029Unweighted total
7397932725352336971853123989775719572561785821026Weighted total

Don't know enough about
other providers and

13747-4194963716371351737their services
1%4%1%3%-%2%3%2%3%1%4%3%4%5%3%3%4%

add

Don't know enough about
what other providers

735102-11221015123524356111936offer
9%4%3%1%-%5%3%5%5%3%4%4%4%2%6%3%4%

abcc

Others more expensive
than our current

325157-1114712132313231071129providers
4%3%5%3%-%5%2%4%4%3%2%2%2%4%4%2%3%

Other providers don't
pick up mail in this

1281110-416111102817281241128area
1%3%3%4%-%2%2%*%4%2%3%3%3%5%2%2%3%

ffa

Our customers prefer our
11944-61165916101644819chosen provider
2%2%1%1%-%3%2%3%2%2%2%2%2%2%2%1%2%

Always been with them /
-1575-21225415815321015always use them
-%2%2%2%-%1%2%1%1%1%2%1%2%1%1%2%1%

Other operators do not
provide the service I

-7*4-*5*457473127need
-%1%*%2%-%*%1%*%1%1%1%1%1%1%1%*%1%

*4-2--3-224242*24Close to a post box
1%*%-%1%-%-%*%-%1%*%*%*%*%1%*%*%*%

-2----2---222--22Loyalty
-%*%-%-%-%-%*%-%-%-%*%*%*%-%-%*%*%

Other providers could
not deliver to all the

-2-1--2--12-2-2*2areas we need
-%*%-%*%-%-%*%-%-%*%*%-%*%-%1%*%*%

Mainly doing it
electronically / on the

-2-*--2-1*212-*12internet
-%*%-%*%-%-%*%-%*%*%*%*%*%-%*%*%*%

There aren't any others
in this area / no
competition - they have

-312--2-113121*13the monopoly
-%*%*%1%-%-%*%-%*%*%*%*%*%*%*%*%*%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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QS5. What are the main reasons for not considering using a postal service provider other than Royal Mail or [QV5c provider] at least for some items?
Base: All those not considering another supplier



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
9498233226682347121803434019856209702741645841029Unweighted total
7397932725352336971853123989775719572561785821026Weighted total

32256-3185117222122481022No reason
4%2%2%2%-%1%3%3%4%2%2%4%2%2%5%2%2%

a

6551813-17451421235631542392660Other
8%6%6%5%-%7%6%8%7%6%6%5%6%9%5%4%6%

a

-2---22-222-2--22Don't know
-%*%-%-%-%1%*%-%1%*%*%-%*%-%-%*%*%
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QS5. What are the main reasons for not considering using a postal service provider other than Royal Mail or [QV5c provider] at least for some items?
Base: All those not considering another supplier
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Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbac*babaSignificance Level: 95%
10182897137992594310027941010870100294713486657861029Unweighted total
108812103129986583410027831010844100394814476447681026Weighted total

We don't mail large
2918516312131193226157222188220206119158161230enough volumes
27%23%16%24%22%20%70%23%20%22%22%22%22%4%40%25%21%22%

c

Our chosen provider is
reliable enough for our

15136151716098-16412416713516715738104128169needs
14%17%14%13%16%17%-%16%16%17%16%17%17%20%18%16%17%16%

Convenience / easier /
1777172010773-10791111901111091*6685111suits our needs
16%9%16%16%11%13%-%11%12%11%11%11%11%9%1%10%11%11%

ba

We are near a Post
10899810560-107891069510299456281108Office

9%11%9%7%11%10%-%11%11%11%11%10%10%26%10%10%10%11%

Our chosen provider is
fast enough for our

-871079747-95769780978836617699needs
-%11%9%6%10%8%-%9%10%10%9%10%9%19%14%9%10%10%

cc

Our chosen provider is
safe enough for our

-791069146-89689073908336516792needs
-%10%10%4%9%8%-%9%9%9%9%9%9%19%14%8%9%9%

cc

Unaware of other
1356987843-78667972787017516079providers
12%7%9%6%8%7%-%8%8%8%9%8%7%5%15%8%8%8%

Happy / satisfied with
the service from current

5491256241-6354635563632-244965provider
4%6%11%4%6%7%-%6%7%6%7%6%7%12%-%4%6%6%

bb

Not considered / haven't
thought about it / no
time / it's not my

3552126037-604860556054*5335060decision
3%7%2%9%6%6%-%6%6%6%6%6%6%3%11%5%6%6%

No need to change - no
demand / requirement to

645565626-523656405648*3334056change
6%6%5%5%6%5%-%5%5%6%5%6%5%3%6%5%5%5%

Support Royal Mail /
local Post Office / I'm

3398165033-494248384848-2333550against privatisation
3%5%8%12%5%6%-%5%5%5%4%5%5%-%4%5%5%5%

ab

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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QS5. What are the main reasons for not considering using a postal service provider other than Royal Mail or [QV5c provider] at least for some items?
Base: All those not considering another supplier



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbac*babaSignificance Level: 95%
10182897137992594310027941010870100294713486657861029Unweighted total
108812103129986583410027831010844100394814476447681026Weighted total

Don't know enough about
other providers and

133253718-35263729373323253437their services
1%4%2%4%4%3%-%4%3%4%3%4%3%12%5%4%4%4%

Don't know enough about
what other providers

128753515-362536303636-*272336offer
1%3%7%4%4%3%-%4%3%4%4%4%4%-%*%4%3%4%

c

Others more expensive
than our current

623-32626-272329182928--181929providers
5%3%-%2%3%4%-%3%3%3%2%3%3%-%-%3%2%3%

a

Other providers don't
pick up mail in this

226122818-281928212727-*182028area
1%3%1%2%3%3%-%3%2%3%2%3%3%-%1%3%3%3%

Our customers prefer our
*1443199-181319141918-1181119chosen provider
*%2%4%3%2%2%-%2%2%2%2%2%2%-%1%3%1%2%

Always been with them /
213**1511-151215121513-*101315always use them
2%2%*%*%2%2%-%2%2%2%1%2%1%-%1%1%2%1%

Other operators do not
provide the service I

-7--75-767576-1647need
-%1%-%-%1%1%-%1%1%1%1%1%1%-%1%1%*%1%

-4--33-434244--244Close to a post box
-%*%-%-%*%1%-%*%*%*%*%*%*%-%-%*%*%*%

-2--22-222222--222Loyalty
-%*%-%-%*%*%-%*%*%*%*%*%*%-%-%*%*%*%

Other providers could
not deliver to all the

-2--21-222222--112areas we need
-%*%-%-%*%*%-%*%*%*%*%*%*%-%-%*%*%*%

Mainly doing it
electronically / on the

*1--21-212122--1*2internet
*%*%-%-%*%*%-%*%*%*%*%*%*%-%-%*%*%*%

There aren't any others
in this area / no
competition - they have

*2-*32-333323--223the monopoly
*%*%-%*%*%*%-%*%*%*%*%*%*%-%-%*%*%*%

217232217-222022222220-*181422No reason
2%2%2%2%2%3%-%2%3%2%3%2%2%-%*%3%2%2%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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QS5. What are the main reasons for not considering using a postal service provider other than Royal Mail or [QV5c provider] at least for some items?
Base: All those not considering another supplier



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbac*babaSignificance Level: 95%
10182897137992594310027941010870100294713486657861029Unweighted total
108812103129986583410027831010844100394814476447681026Weighted total

1038119562515741584558581*394560Other
10%5%11%7%6%4%30%6%5%6%5%6%6%10%1%6%6%6%

bb

-2--22-222222--222Don't know
-%*%-%-%*%*%-%*%*%*%*%*%*%-%-%*%*%*%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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QS5. What are the main reasons for not considering using a postal service provider other than Royal Mail or [QV5c provider] at least for some items?
Base: All those not considering another supplier

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

b*ababababac*b*aSignificance Level: 95%
1121985216946848929374156141029--1029Unweighted total
10713858163548271119164086191026--1026Weighted total

We don't mail large
19320030131763020099131230--230enough volumes
18%20%23%18%24%21%27%22%24%21%22%-%-%22%

Our chosen provider is
reliable enough for our

152149186151151547099169--169needs
14%13%17%11%11%18%14%17%17%16%16%-%-%16%

Convenience / easier /
12*921999061054962111--111suits our needs
11%1%11%12%17%11%5%11%12%10%11%-%-%11%

We are near a Post
219910*9718915059108--108Office
2%6%11%6%1%12%16%10%12%10%11%-%-%11%

ab

Our chosen provider is
fast enough for our

8184153911187534699--99needs
8%5%10%9%6%11%10%10%13%7%10%-%-%10%

a

Our chosen provider is
safe enough for our

6178143861082494392--92needs
6%5%9%9%6%10%9%9%12%7%9%-%-%9%

a

Unaware of other
5161166581068245479--79providers
5%5%7%10%11%7%9%7%6%9%8%-%-%8%

Happy / satisfied with
the service from current

2125312356759303565--65provider
20%14%6%7%5%7%6%6%7%6%6%-%-%6%

Not considered / haven't
thought about it / no
time / it's not my

85527448356194160--60decision
7%42%6%5%8%6%3%6%5%7%6%-%-%6%

No need to change - no
demand / requirement to

9*479545155193756--56change
8%2%6%6%9%5%1%6%5%6%5%-%-%5%

b

Support Royal Mail /
local Post Office / I'm

3*428139-50133750--50against privatisation
3%3%5%5%2%5%-%5%3%6%5%-%-%5%

bb
Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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QS5. What are the main reasons for not considering using a postal service provider other than Royal Mail or [QV5c provider] at least for some items?
Base: All those not considering another supplier

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

b*ababababac*b*aSignificance Level: 95%
1121985216946848929374156141029--1029Unweighted total
10713858163548271119164086191026--1026Weighted total

Don't know enough about
other providers and

3-28912643292837--37their services
3%-%3%5%2%3%4%4%2%5%4%-%-%4%

b

Don't know enough about
what other providers

532412517432112536--36offer
5%22%3%8%9%2%4%4%3%4%4%-%-%4%

ba

Others more expensive
than our current

5*1910819226111829--29providers
5%1%2%6%15%2%2%3%3%3%3%-%-%3%

ba

Other providers don't
pick up mail in this

*-244*25523151328--28area
*%-%3%2%1%3%4%3%4%2%3%-%-%3%

Our customers prefer our
5-153*1511871219--19chosen provider
4%-%2%2%*%2%1%2%2%2%2%-%-%2%

Always been with them /
1-123-1521341215--15always use them
1%-%1%2%-%2%2%1%1%2%1%-%-%1%

Other operators do not
provide the service I

--43*4-7167--7need
-%-%*%2%1%*%-%1%*%1%1%-%-%1%

b

2-4--4-4224--4Close to a post box
2%-%*%-%-%*%-%*%*%*%*%-%-%*%

---2-2-2-22--2Loyalty
-%-%-%1%-%*%-%*%-%*%*%-%-%*%

b

Other providers could
not deliver to all the

--2--2-2112--2areas we need
-%-%*%-%-%*%-%*%*%*%*%-%-%*%

Mainly doing it
electronically / on the

*-1**1-2*12--2internet
*%-%*%*%*%*%-%*%*%*%*%-%-%*%

There aren't any others
in this area / no
competition - they have

*-21-2-3*23--3the monopoly
*%-%*%1%-%*%-%*%*%*%*%-%-%*%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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QS5. What are the main reasons for not considering using a postal service provider other than Royal Mail or [QV5c provider] at least for some items?
Base: All those not considering another supplier



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

b*ababababac*b*aSignificance Level: 95%
1121985216946848929374156141029--1029Unweighted total
10713858163548271119164086191026--1026Weighted total

3-172*1622081422--22No reason
2%-%2%1%*%2%2%2%2%2%2%-%-%2%

4*49113501149243660--60Other
4%1%6%7%5%6%10%5%6%6%6%-%-%6%

a

--2--2-22-2--2Don't know
-%-%*%-%-%*%-%*%*%-%*%-%-%*%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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QS5. What are the main reasons for not considering using a postal service provider other than Royal Mail or [QV5c provider] at least for some items?
Base: All those not considering another supplier

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthMonthother main provider

DecNovOctJunMayAprMarFebJanDissatisfiedSatisfiedTOTAL

cbacbacba*baSignificance Level: 95%
11995121220785111014293-1181029Unweighted total
11910699222724912814883-1061026Weighted total

We don't mail large
23301152273222835-21230enough volumes
19%28%11%24%37%6%17%19%42%-%20%22%

aaacbc

Our chosen provider is
reliable enough for our

27251541111010228-14169needs
23%24%15%18%15%21%8%15%9%-%14%16%

Convenience / easier /
13913245617212-12111suits our needs
11%9%13%11%7%12%14%14%3%-%12%11%

aa

We are near a Post
151011227613185-2108Office
13%9%11%10%10%12%10%12%7%-%2%11%

Our chosen provider is
fast enough for our

522930574116-799needs
4%21%9%14%7%14%4%7%7%-%7%10%

ac

Our chosen provider is
safe enough for our

3201031274106-592needs
2%19%10%14%3%14%3%6%7%-%5%9%

ccbb

Unaware of other
115517591843-579providers

9%5%5%8%7%19%14%3%4%-%5%8%

bcab

Happy / satisfied with
the service from current

441018*51564-2165provider
3%4%10%8%*%11%12%4%5%-%20%6%

cbbb

Not considered / haven't
thought about it / no
time / it's not my

47611721453-660decision
3%6%6%5%10%3%11%4%4%-%6%6%

b

No need to change - no
demand / requirement to

119824*5133-856change
10%9%8%1%6%1%4%9%3%-%7%5%

c

Support Royal Mail /
local Post Office / I'm

74313*6763-350against privatisation
6%4%3%6%1%12%6%4%4%-%3%5%

b
Columns Tested: a,b - a,b,c - a,b,c - a,b,c

Produced by OLR
OFC1885
Issue date: 18/01/16

Ofcom; Business Postal Tracker
Table 207  (continuation)                                                                                                                                                                      Page 1852

QS5. What are the main reasons for not considering using a postal service provider other than Royal Mail or [QV5c provider] at least for some items?
Base: All those not considering another supplier



Satisfaction with
MonthMonthMonthother main provider

DecNovOctJunMayAprMarFebJanDissatisfiedSatisfiedTOTAL

cbacbacba*baSignificance Level: 95%
11995121220785111014293-1181029Unweighted total
11910699222724912814883-1061026Weighted total

Don't know enough about
other providers and

8-81024--6-337their services
7%-%8%4%2%8%-%-%7%-%3%4%

bbbc

Don't know enough about
what other providers

*4210*-677-536offer
*%4%2%4%1%-%5%4%8%-%5%4%

Others more expensive
than our current

7527**25*-529providers
6%5%2%3%*%*%2%4%*%-%5%3%

Other providers don't
pick up mail in this

5*192*451-*28area
4%*%1%4%3%1%3%3%2%-%*%3%

Our customers prefer our
55-41*13*-519chosen provider
4%4%-%2%1%*%1%2%*%-%5%2%

aa

Always been with them /
23-5-132--115always use them
1%3%-%2%-%1%3%1%-%-%1%1%

Other operators do not
provide the service I

-*123-*----7need
-%*%1%1%4%-%*%-%-%-%-%1%

--*2--2---24Close to a post box
-%-%*%1%-%-%1%-%-%-%2%*%

------2----2Loyalty
-%-%-%-%-%-%2%-%-%-%-%*%

Other providers could
not deliver to all the

*-*1-------2areas we need
*%-%*%1%-%-%-%-%-%-%-%*%

Mainly doing it
electronically / on the

--*1---*--*2internet
-%-%*%1%-%-%-%*%-%-%*%*%

There aren't any others
in this area / no
competition - they have

*-*1*-----*3the monopoly
*%-%*%1%1%-%-%-%-%-%*%*%

-*772--33-322No reason
-%*%7%3%3%-%-%2%4%-%3%2%

bcc
Columns Tested: a,b - a,b,c - a,b,c - a,b,c
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QS5. What are the main reasons for not considering using a postal service provider other than Royal Mail or [QV5c provider] at least for some items?
Base: All those not considering another supplier



Satisfaction with
MonthMonthMonthother main provider

DecNovOctJunMayAprMarFebJanDissatisfiedSatisfiedTOTAL

cbacbacba*baSignificance Level: 95%
11995121220785111014293-1181029Unweighted total
11910699222724912814883-1061026Weighted total

38810134174-560Other
3%8%8%5%2%6%3%12%5%-%4%6%

c

-------2---2Don't know
-%-%-%-%-%-%-%1%-%-%-%*%

Columns Tested: a,b - a,b,c - a,b,c - a,b,c
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QS5. What are the main reasons for not considering using a postal service provider other than Royal Mail or [QV5c provider] at least for some items?
Base: All those not considering another supplier

Produced by OLR
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GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
734143167156827882106907164100611200Unweighted total

103250615784931821888670134123721200Weighted total

63333322951631131144737837847727Yes
61%65%52%52%61%68%62%61%54%52%62%64%66%61%

jkjkjk

399172927333069744033514525473No
39%35%48%48%39%32%38%39%46%48%38%36%34%39%

hlmhlm

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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Table 208                                                                                                                                                                                      Page 1855

QF4. Over the last 12 months, has your organisation moved some mail to other communication methods?
Base: All Respondents

Produced by OLR
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UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

baedcbagfed*cbaSignificance Level: 95%
68551529250581849084865428095161161191200Unweighted total
62357748893011524625930989161031191200Weighted total

3863423057196972895016358126666727Yes
62%59%63%59%74%62%60%63%84%53%65%76%64%55%61%

aeabdegee

23823518421245517391463143853473No
38%41%37%41%26%38%40%37%16%47%35%24%36%45%39%

cfbdfgfff
Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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QF4. Over the last 12 months, has your organisation moved some mail to other communication methods?
Base: All Respondents
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Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*gfedcbacbaba*dcbaSignificance Level: 95%
24362971472236063085893033088922985744791200Unweighted total
3163460142212712240622338240960564575801200Weighted total

-1019417614243113739819313759134342336727Yes
-%60%55%68%54%67%61%57%64%57%57%62%61%67%73%58%61%

ccaca

371619667028110322414610337022115244473No
100%40%45%32%46%33%39%43%36%43%43%38%39%33%27%42%39%

bdbbb
Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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QF4. Over the last 12 months, has your organisation moved some mail to other communication methods?
Base: All Respondents

Produced by OLR
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Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cbababa*e*dcbaSignificance Level: 95%
142749111421057981101292642644921200Unweighted total

828690615310461071092242440634911200Weighted total

318653898630666617121941312727Yes
41%65%59%64%60%62%61%28%48%49%65%64%61%

4100368554174143117132022179473No
59%35%41%36%40%38%39%72%52%51%35%36%39%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c
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QF4. Over the last 12 months, has your organisation moved some mail to other communication methods?
Base: All Respondents

Produced by OLR
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Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
13311374213009342819259398523113273511043422066431200Unweighted total
10111324172866346788266361522111567010823252196431200Weighted total

676902641821205492152226317685422670182133405727Yes
67%61%63%64%24%59%62%57%63%61%61%63%62%56%61%63%61%

c

34442153104414129611413520543024841114286238473No
33%39%37%36%76%41%38%43%37%39%39%37%38%44%39%37%39%

a
Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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QF4. Over the last 12 months, has your organisation moved some mail to other communication methods?
Base: All Respondents

Produced by OLR
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Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbac*babaSignificance Level: 95%
116931149183115572141169946117610171166108316667749011200Unweighted total
11891216516711497056117093311749861165109317627398831200Weighted total

935339912170346247135927176177146521245459542727Yes
79%58%60%73%61%66%63%61%63%61%63%61%60%72%74%62%61%61%

abbc

2537966464462432457341457369451441516280341473No
21%42%40%27%39%34%37%39%37%39%37%39%40%28%26%38%39%39%

ccca
Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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QF4. Over the last 12 months, has your organisation moved some mail to other communication methods?
Base: All Respondents
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Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

bababababacbaSignificance Level: 95%
1714596222359960941106480720102967991200Unweighted total
167379742186893811110894737271026651031200Weighted total

105255851404255147680-7276193869727Yes
63%67%60%64%62%59%42%62%-%100%60%59%66%61%

bb

6212389782638864408473-4082635473No
37%33%40%36%38%41%58%38%100%-%40%41%34%39%

aa
Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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QF4. Over the last 12 months, has your organisation moved some mail to other communication methods?
Base: All Respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthMonthother main provider

DecNovOctJunMayAprMarFebJanDissatisfiedSatisfiedTOTAL

cbacbacba*baSignificance Level: 95%
141112144245956012317011041881200Unweighted total
145132120247975614116210061751200Weighted total

91917512662399185663113727Yes
63%69%62%51%64%69%65%52%67%40%65%61%

ccbb

5341461203517507733462473No
37%31%38%49%36%31%35%48%33%60%35%39%

abac

Columns Tested: a,b - a,b,c - a,b,c - a,b,c
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QF4. Over the last 12 months, has your organisation moved some mail to other communication methods?
Base: All Respondents

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkji*hgfed*cb*aSignificance Level: 95%
282497376342531413932243620480Unweighted total
399172927333069744033514525473Weighted total

We have already moved
everything that is

13258811112725127161410153possible to move
33%27%29%29%32%37%40%34%30%20%30%31%40%32%

Happy with sending
702971514177777589things by mail
18%14%32%25%4%15%20%23%18%19%15%16%19%19%

ilmii

616435973810512273No reason
15%34%13%10%16%29%11%4%20%30%10%26%8%15%

fgjkmffjkmfj

We prefer to send things
37163211054255246to customers by mail

9%3%20%12%7%5%15%7%9%7%9%11%7%10%

lm

No need - do not have a
34*1237352183237large volume of mail

8%2%5%6%9%22%4%7%6%4%15%7%7%8%

Do not use computers /
only one that uses a

213235-5342-1-28computer
5%15%6%12%15%-%8%4%9%7%-%3%-%6%

mmm

Planning to do so in the
9-**-*32-13--10future
2%-%1%2%-%1%4%3%-%4%5%-%-%2%

7*11-1--1--139Not considered this
2%2%3%3%-%5%-%-%3%-%-%3%12%2%

No alternative media
8-1----*-43-18that would meet my needs
2%-%2%-%-%-%-%*%-%11%5%-%6%2%

befjklm

There is no pressure
from customers for us to

7*1---5*---1-8move
2%1%3%-%-%-%7%*%-%-%-%3%-%2%

jm

6-**1--211---6Reliability / trust
2%-%*%*%4%-%-%3%3%4%-%-%-%1%

Need to send hard copies
/ keep hard copies of

5*-1---211---6everything we send
1%3%-%2%-%-%-%3%3%4%-%-%-%1%

4*-*---21----4Other media ineffective
1%1%-%2%-%-%-%3%3%-%-%-%-%1%

4-------1--114Hassle of moving
1%-%-%-%-%-%-%-%3%-%-%3%6%1%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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QF5. Why have you not moved any mail to other communication methods in the last 12 months?
Base: All who have not moved some mail to other communication methods



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkji*hgfed*cb*aSignificance Level: 95%
282497376342531413932243620480Unweighted total
399172927333069744033514525473Weighted total

2-*----2-----3Cost
1%-%1%-%-%-%-%3%-%-%-%-%-%1%

Lack of information
about products and costs

2**----*-1---3by other providers
*%2%2%-%-%-%-%*%-%4%-%-%-%1%

m

Time or extra admin
1---1--------1required
*%-%-%-%4%-%-%-%-%-%-%-%-%*%

m

Customers are unwilling
--**---------1to give email addresses
-%-%2%*%-%-%-%-%-%-%-%-%-%*%

m

Contracted with postal
provider / franking

--------------machine
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

The unreliability of
--------------email address lists
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

29*111*824*86-32Other
7%2%2%5%4%1%11%3%10%1%15%14%-%7%

dkl

5-1-3*--1---*6Don't know
1%-%4%-%9%1%-%-%4%-%-%-%1%1%

jlm

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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QF5. Why have you not moved any mail to other communication methods in the last 12 months?
Base: All who have not moved some mail to other communication methods

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

bae*d*cbag*fed*cbaSignificance Level: 95%
269211106211570374178141293863861480Unweighted total
23823518421245517391463143853473Weighted total

We have already moved
everything that is

728161141477263112*224153possible to move
30%35%35%38%30%36%32%41%62%21%37%11%58%7%32%

aeaaeae

Happy with sending
52362*118630*327-7989things by mail
22%15%12%8%21%12%19%17%1%22%22%-%19%18%19%

304341*369191364*21073No reason
13%18%22%19%8%26%15%11%7%25%11%5%6%19%15%

abg

We prefer to send things
29171-**4618*13614446to customers by mail
12%7%3%-%7%4%10%10%5%9%18%22%12%7%10%

e

No need - do not have a
9281*-*3711-152-5437large volume of mail
4%12%4%13%-%2%8%7%-%10%7%-%13%7%8%

b

Do not use computers /
only one that uses a

244----286-55--1228computer
10%2%-%-%-%-%6%3%-%4%16%-%-%23%6%

abebegbeg

Planning to do so in the
73***-103-13--410future
3%1%2%6%8%-%2%2%-%*%9%-%-%8%2%

egeg

63----94-*--139Not considered this
3%1%-%-%-%-%2%3%-%*%-%-%4%6%2%

e

No alternative media
531--18413*---8that would meet my needs
2%1%3%-%-%4%2%2%14%2%1%-%-%-%2%

There is no pressure
from customers for us to

621--173**1-1*8move
2%1%3%-%-%5%2%1%1%*%2%-%4%1%2%

e

24*--*63--11-16Reliability / trust
1%2%1%-%-%2%1%1%-%-%4%32%-%2%1%

e

Need to send hard copies
/ keep hard copies of

24***-63*-1--16everything we send
1%2%2%5%4%-%1%2%5%-%4%-%-%3%1%

e
Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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QF5. Why have you not moved any mail to other communication methods in the last 12 months?
Base: All who have not moved some mail to other communication methods



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

bae*d*cbag*fed*cbaSignificance Level: 95%
269211106211570374178141293863861480Unweighted total
23823518421245517391463143853473Weighted total

31*--*4-12-1--4Other media ineffective
1%1%1%-%-%1%1%-%6%2%-%30%-%-%1%

31----41-3----4Hassle of moving
1%1%-%-%-%-%1%1%-%2%-%-%-%-%1%

3-----33------3Cost
1%-%-%-%-%-%1%2%-%-%-%-%-%-%1%

Lack of information
about products and costs

3-*-*-22-----*3by other providers
1%-%2%-%15%-%*%1%-%-%-%-%-%1%1%

Time or extra admin
-1----11------1required
-%1%-%-%-%-%*%1%-%-%-%-%-%-%*%

Customers are unwilling
1-*--***----*-1to give email addresses
*%-%1%-%-%1%*%*%-%-%-%-%*%-%*%

Contracted with postal
provider / franking

---------------machine
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

The unreliability of
---------------email address lists
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

14181--1317-125-*332Other
6%8%6%-%-%9%7%4%-%8%17%-%*%5%7%

bg

511***52-2--*26Don't know
2%*%6%11%7%4%1%1%-%1%-%-%1%3%1%

a
Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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QF5. Why have you not moved any mail to other communication methods in the last 12 months?
Base: All who have not moved some mail to other communication methods

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*edcbacbaba*d*c*baSignificance Level: 95%
21824325882253124224132124356122918203480Unweighted total
371619667028110322414610337022115244473Weighted total

We have already moved
everything that is

-5691615924477324410919481153possible to move
-%71%39%47%25%22%33%43%34%22%43%29%41%42%29%33%32%

bcaaa

Happy with sending
-*121420501740311771*334289things by mail
-%5%4%11%21%29%18%17%18%21%17%19%17%16%17%17%19%

ad

**13612491224371261-533773No reason
16%3%9%16%9%18%17%11%11%25%11%17%-%21%20%15%15%

bc

We prefer to send things
-*141111191125101136-1*2046to customers by mail
-%2%4%22%17%16%7%10%11%7%10%10%-%7%3%8%10%

aaa

No need - do not have a
-**-842581415829--32037large volume of mail
-%3%2%-%12%5%9%8%6%10%8%8%-%-%18%8%8%

d

Do not use computers /
only one that uses a

---**72011314127---1528computer
-%-%-%2%1%10%7%1%6%10%1%7%-%-%-%6%6%

cccb

Planning to do so in the
-*2-51137*38*3-710future
-%3%15%-%8%2%*%3%3%*%3%2%11%12%-%3%2%

a

----1-8-27-9---79Not considered this
-%-%-%-%2%-%3%-%1%5%-%3%-%-%-%3%2%

bc

No alternative media
--*-3-533235--*48that would meet my needs
-%-%1%-%5%-%2%3%1%2%3%1%-%-%1%2%2%

There is no pressure
from customers for us to

---*1-712417**-48move
-%-%-%2%1%-%2%1%1%3%1%2%14%1%-%2%2%

--*--15*51*6-*-16Reliability / trust
-%-%1%-%-%2%2%*%2%1%*%2%-%1%-%1%1%

Need to send hard copies
/ keep hard copies of

-*--*2315-15*--56everything we send
-%4%-%-%1%4%1%1%2%-%1%1%9%-%-%2%1%

-*-*--414-14*--44Other media ineffective
-%7%-%*%-%-%1%1%2%-%1%1%5%-%-%1%1%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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QF5. Why have you not moved any mail to other communication methods in the last 12 months?
Base: All who have not moved some mail to other communication methods



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*edcbacbaba*d*c*baSignificance Level: 95%
21824325882253124224132124356122918203480Unweighted total
371619667028110322414610337022115244473Weighted total

----1-3-4--4---44Hassle of moving
-%-%-%-%2%-%1%-%2%-%-%1%-%-%-%2%1%

----*2--3--3---23Cost
-%-%-%-%1%3%-%-%1%-%-%1%-%-%-%1%1%

a

Lack of information
about products and costs

-----21-21-3----3by other providers
-%-%-%-%-%2%*%-%1%1%-%1%-%-%-%-%1%

Time or extra admin
------1-1--1----1required
-%-%-%-%-%-%*%-%1%-%-%*%-%-%-%-%*%

Customers are unwilling
---**---1--1-*--1to give email addresses
-%-%-%1%1%-%-%-%*%-%-%*%-%1%-%-%*%

Contracted with postal
provider / franking

-----------------machine
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

The unreliability of
-----------------email address lists
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2-3*65159157923*221532Other
84%-%18%1%10%7%5%9%7%5%9%6%10%8%16%6%7%

--1*-*432133---16Don't know
-%-%10%1%-%1%1%3%1%1%3%1%-%-%-%1%1%

a
Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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QF5. Why have you not moved any mail to other communication methods in the last 12 months?
Base: All who have not moved some mail to other communication methods

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cbababa*e*d*c*baSignificance Level: 95%
489386404393144815101723183480Unweighted total
4100368554174143117132022179473Weighted total

We have already moved
everything that is

250101321212512811591153153possible to move
43%50%27%57%29%60%30%65%37%47%48%30%32%

aaa

Happy with sending
-117748438534-23589things by mail
-%11%21%8%20%8%20%19%31%-%11%19%19%

b

296276666713622473No reason
53%9%17%13%16%14%16%6%22%32%8%13%15%

We prefer to send things
-541343-46-3-21846to customers by mail
-%5%11%5%10%-%11%-%21%-%11%10%10%

No need - do not have a
-829433433--431737large volume of mail
-%8%8%8%8%10%8%-%-%20%13%10%8%

Do not use computers /
only one that uses a

-*28-28-28----728computer
-%*%8%-%7%-%7%-%-%-%-%4%6%

b

Planning to do so in the
-*10*10*10---*610future
-%*%3%*%2%*%2%-%-%-%1%3%2%

-18-9-9----29Not considered this
-%1%2%-%2%-%2%-%-%-%-%1%2%

No alternative media
-*8-8-8---228that would meet my needs
-%*%2%-%2%-%2%-%-%-%11%1%2%

There is no pressure
from customers for us to

-*7-8-8--*-18move
-%*%2%-%2%-%2%-%-%1%-%*%2%

-*6-6-6----36Reliability / trust
-%*%2%-%1%-%1%-%-%-%-%1%1%

Need to send hard copies
/ keep hard copies of

-42-6-6----46everything we send
-%4%1%-%1%-%1%-%-%-%-%2%1%

a

-22-4-4----34Other media ineffective
-%2%*%-%1%-%1%-%-%-%-%2%1%

--4-4-4----14Hassle of moving
-%-%1%-%1%-%1%-%-%-%-%1%1%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c
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QF5. Why have you not moved any mail to other communication methods in the last 12 months?
Base: All who have not moved some mail to other communication methods



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cbababa*e*d*c*baSignificance Level: 95%
489386404393144815101723183480Unweighted total
4100368554174143117132022179473Weighted total

-2*2*-3----23Cost
-%2%*%4%*%-%1%-%-%-%-%1%1%

aa

Lack of information
about products and costs

--3-3-3----*3by other providers
-%-%1%-%1%-%1%-%-%-%-%*%1%

Time or extra admin
--1-1-1----11required
-%-%*%-%*%-%*%-%-%-%-%1%*%

Customers are unwilling
--1-1-1----*1to give email addresses
-%-%*%-%*%-%*%-%-%-%-%*%*%

Contracted with postal
provider / franking

-------------machine
-%-%-%-%-%-%-%-%-%-%-%-%-%

The unreliability of
-------------email address lists
-%-%-%-%-%-%-%-%-%-%-%-%-%

-5261312302--*2032Other
-%5%7%2%7%4%7%10%-%-%1%11%7%

*333333-1-126Don't know
4%3%1%5%1%7%1%-%10%-%6%1%1%

aa
Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c
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QF5. Why have you not moved any mail to other communication methods in the last 12 months?
Base: All who have not moved some mail to other communication methods

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
52450152106613531310414319544526743114082254480Unweighted total
34442153104414129611413520543024841114286238473Weighted total

We have already moved
everything that is

1414063264597453357913187121432881153possible to move
42%32%42%24%82%41%25%46%26%39%31%35%30%30%32%34%32%

bcacegacegg

Happy with sending
5792121-24612023317839782794989things by mail

15%18%14%20%-%17%21%18%17%15%18%16%19%19%11%21%19%

b

5701913-224316163270386719183773No reason
14%16%12%13%-%16%14%14%12%16%16%15%16%13%20%15%15%

We prefer to send things
-45157-16371022144525451282646to customers by mail
-%10%10%6%-%11%13%9%17%7%10%10%11%9%10%11%10%

ccdcd

No need - do not have a
1371214*103196233717341062137large volume of mail
4%8%8%13%10%7%10%8%4%11%9%7%8%7%7%9%8%

ee

Do not use computers /
only one that uses a

22645-22121022712271421328computer
7%6%2%5%-%1%7%1%7%1%6%5%7%10%3%5%6%

dfdfdfddfb

Planning to do so in the
-1035-110-51105853210future
-%2%2%5%-%*%3%-%4%*%2%2%2%4%3%1%2%

addf

-9-*-151119293249Not considered this
-%2%-%*%-%1%2%1%1%1%2%1%2%2%2%2%2%

No alternative media
-74*-42*337473-58that would meet my needs
-%2%3%*%-%3%1%*%2%1%2%2%2%2%-%2%2%

There is no pressure
from customers for us to

*71*-161318383238move
1%2%*%*%-%*%2%1%2%*%2%1%2%2%2%1%2%

-511-13--15152*46Reliability / trust
-%1%1%1%-%1%1%-%-%1%1%1%1%2%*%2%1%

Need to send hard copies
/ keep hard copies of

-644-*51346264*16everything we send
-%1%2%4%-%*%2%1%2%2%1%1%1%3%1%1%1%

aa
Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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QF5. Why have you not moved any mail to other communication methods in the last 12 months?
Base: All who have not moved some mail to other communication methods



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
52450152106613531310414319544526743114082254480Unweighted total
34442153104414129611413520543024841114286238473Weighted total

-121-23-43111*4-4Other media ineffective
-%*%2%1%-%2%1%-%3%1%*%*%*%*%4%-%1%

babcacac

-43--13111444-314Hassle of moving
-%1%2%-%-%1%1%1%1%1%1%2%1%-%3%1%1%

ac

-332--3-323*3*-23Cost
-%1%2%2%-%-%1%-%2%1%1%*%1%*%-%1%1%

b

Lack of information
about products and costs

-2--*-2-*-2*21-13by other providers
-%*%-%-%8%-%1%-%*%-%*%*%1%1%-%1%1%

Time or extra admin
-1-1--1-11111--11required
-%*%-%1%-%-%*%-%1%1%*%*%*%-%-%1%*%

Customers are unwilling
-1-*--1-*-111*-*1to give email addresses
-%*%-%*%-%-%*%-%*%-%*%*%*%*%-%*%*%

Contracted with postal
provider / franking

-----------------machine
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

The unreliability of
-----------------email address lists
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

6311211-112361715282028871532Other
17%7%8%11%-%8%8%5%12%8%6%8%7%6%8%6%7%

bac

*631-443246362216Don't know
1%1%2%1%-%2%1%2%2%2%1%1%1%1%3%1%1%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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QF5. Why have you not moved any mail to other communication methods in the last 12 months?
Base: All who have not moved some mail to other communication methods

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*cbacba*fedcbac*b*abaSignificance Level: 95%
2539064624572601463352465382458450516291354480Unweighted total
2537966464462432457341457369451441516280341473Weighted total

We have already moved
everything that is

712816251419721481221441161431363881108153possible to move
28%34%24%54%32%40%100%32%36%31%31%32%31%55%51%29%32%32%

abb

Happy with sending
67210108834-866488668688-1485989things by mail

23%19%16%23%20%14%-%19%19%19%18%19%20%-%4%17%17%19%

2611027034-715270597067*3395573No reason
7%16%15%5%16%14%-%16%15%15%16%16%15%9%20%14%16%15%

c

We prefer to send things
535524422-442846354644--323346to customers by mail

21%9%8%5%10%9%-%10%8%10%10%10%10%-%-%12%10%10%

No need - do not have a
*30743722-373037333536*1272937large volume of mail
2%8%10%8%8%9%-%8%9%8%9%8%8%10%8%10%9%8%

Do not use computers /
only one that uses a

127*12711-2811272126271*161928computer
5%7%1%3%6%5%-%6%3%6%6%6%6%26%3%6%6%6%

Planning to do so in the
19--1010-10810101010--10910future
6%2%-%-%2%4%-%2%2%2%3%2%2%-%-%4%3%2%

-72-94-879699--369Not considered this
-%2%3%-%2%2%-%2%2%2%2%2%2%-%-%1%2%2%

No alternative media
-8-*64-638388--368that would meet my needs
-%2%-%1%1%2%-%1%1%2%1%2%2%-%-%1%2%2%

There is no pressure
from customers for us to

-62172-627475--558move
-%2%2%1%2%1%-%1%1%2%1%2%1%-%-%2%1%2%

43*-61-646466--356Reliability / trust
14%1%*%-%1%1%-%1%1%1%1%1%1%-%-%1%1%1%

Need to send hard copies
/ keep hard copies of

-43*63-636666--546everything we send
-%1%4%*%1%1%-%1%1%1%2%1%1%-%-%2%1%1%

-4*233-433334--114Other media ineffective
-%1%*%5%1%1%-%1%1%1%1%1%1%-%-%*%*%1%

ab

13--43-434444--434Hassle of moving
6%1%-%-%1%1%-%1%1%1%1%1%1%-%-%1%1%1%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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QF5. Why have you not moved any mail to other communication methods in the last 12 months?
Base: All who have not moved some mail to other communication methods



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*cbacba*fedcbac*b*abaSignificance Level: 95%
2539064624572601463352465382458450516291354480Unweighted total
2537966464462432457341457369451441516280341473Weighted total

--3-3--3-3*33--333Cost
-%-%4%-%1%-%-%1%-%1%*%1%1%-%-%1%1%1%

b

Lack of information
about products and costs

-2*-32-223233--*23by other providers
-%1%1%-%1%1%-%*%1%1%1%1%1%-%-%*%1%1%

Time or extra admin
-1--11-111111---11required
-%*%-%-%*%*%-%*%*%*%*%*%*%-%-%-%*%*%

Customers are unwilling
-1--11-111111--1*1to give email addresses
-%*%-%-%*%*%-%*%*%*%*%*%*%-%-%*%*%*%

Contracted with postal
provider / franking

------------------machine
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

The unreliability of
------------------email address lists
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

3199*2613-302632293230-2202732Other
13%5%14%1%6%5%-%7%8%7%8%7%7%-%14%7%8%7%

b

-33163-666566--246Don't know
-%1%4%2%1%1%-%1%2%1%1%1%1%-%-%1%1%1%

b
Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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QF5. Why have you not moved any mail to other communication methods in the last 12 months?
Base: All who have not moved some mail to other communication methods

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

b*aba*babab*ac*baSignificance Level: 95%
6012402731940857423480-4152933480Unweighted total
6212389782638864408473-4082635473Weighted total

We have already moved
everything that is

2881212991222151153-1141422153possible to move
46%63%31%37%35%31%3%37%32%-%28%54%62%32%

bc

Happy with sending
917613478147489-755889things by mail

15%5%20%16%16%20%22%18%19%-%18%19%23%19%

10-628360155873-703*73No reason
15%-%16%11%11%15%23%14%15%-%17%10%1%15%

a

We prefer to send things
2*397*4493746-412346to customers by mail
3%4%10%9%2%11%14%9%10%-%10%8%8%10%

No need - do not have a
3332523163137-361*37large volume of mail
5%22%8%7%7%8%9%8%8%-%9%3%1%8%

Do not use computers /
only one that uses a

*-236*25161328-27**28computer
1%-%6%7%2%6%25%3%6%-%7%2%1%6%

a

Planning to do so in the
*-10*-6*1010-10**10future
*%-%3%*%-%2%1%2%2%-%2%1%1%2%

--82-9189-81-9Not considered this
-%-%2%2%-%2%2%2%2%-%2%6%-%2%

No alternative media
-*8--8178-8--8that would meet my needs
-%4%2%-%-%2%2%2%2%-%2%-%-%2%

There is no pressure
from customers for us to

-*7*25-88-61-8move
-%4%2%*%9%1%-%2%2%-%2%6%-%2%

*-6*24156-6--6Reliability / trust
*%-%2%*%9%1%2%1%1%-%2%-%-%1%

Need to send hard copies
/ keep hard copies of

4-24*5-66-6--6everything we send
6%-%1%5%1%1%-%1%1%-%1%-%-%1%

b

2-31-4-44-4--4Other media ineffective
4%-%1%2%-%1%-%1%1%-%1%-%-%1%

--4--3314-4--4Hassle of moving
-%-%1%-%-%1%4%*%1%-%1%-%-%1%

a
Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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QF5. Why have you not moved any mail to other communication methods in the last 12 months?
Base: All who have not moved some mail to other communication methods



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

b*aba*babab*ac*baSignificance Level: 95%
6012402731940857423480-4152933480Unweighted total
6212389782638864408473-4082635473Weighted total

2--32--33-3--3Cost
4%-%-%4%9%-%-%1%1%-%1%-%-%1%

b

Lack of information
about products and costs

--3--3*23-2--3by other providers
-%-%1%-%-%1%1%1%1%-%*%-%-%1%

Time or extra admin
---1-1-11-1--1required
-%-%-%2%-%*%-%*%*%-%*%-%-%*%

b

Customers are unwilling
--1--1-11-1--1to give email addresses
-%-%*%-%-%*%-%*%*%-%*%-%-%*%

Contracted with postal
provider / franking

--------------machine
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

The unreliability of
--------------email address lists
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*1266-26102132-271432Other
1%12%7%8%-%7%16%5%7%-%7%2%11%7%

a

1*32-6-66-6--6Don't know
1%2%1%3%-%2%-%1%1%-%1%-%-%1%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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QF5. Why have you not moved any mail to other communication methods in the last 12 months?
Base: All who have not moved some mail to other communication methods

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthMonthother main provider

DecNovOctJunMayAprMarFebJanDissatisfiedSatisfiedTOTAL

cbac*b*acba*baSignificance Level: 95%
5441561192922537036262480Unweighted total
5341461203517507733462473Weighted total

We have already moved
everything that is

16162236136131713429153possible to move
30%40%48%30%36%36%26%22%40%100%47%32%

Happy with sending
944237513177-889things by mail

16%10%9%19%20%30%26%21%20%-%13%19%

56913734198-1073No reason
10%14%20%11%20%16%8%24%23%-%15%15%

cc

We prefer to send things
67320*333*-246to customers by mail

11%18%7%16%1%19%6%3%1%-%3%10%

No need - do not have a
-*6137*334-337large volume of mail
-%1%13%11%20%1%7%4%11%-%5%8%

bc

Do not use computers /
only one that uses a

21113--641-*28computer
3%4%3%11%-%-%11%5%3%-%1%6%

Planning to do so in the
--*6*-22--*10future
-%-%*%5%1%-%5%2%-%-%*%2%

51-2--1*---9Not considered this
9%4%-%1%-%-%2%1%-%-%-%2%

a

No alternative media
4-12*--1---8that would meet my needs
7%-%3%2%1%-%-%2%-%-%-%2%

There is no pressure
from customers for us to

12*1*-*3---8move
3%6%1%1%*%-%*%3%-%-%-%2%

2--3---1--*6Reliability / trust
5%-%-%2%-%-%-%2%-%-%*%1%

Need to send hard copies
/ keep hard copies of

---1--221-46everything we send
-%-%-%1%-%-%4%3%2%-%6%1%

---1*-*2--24Other media ineffective
-%-%-%1%*%-%1%3%-%-%4%1%

--31-------4Hassle of moving
-%-%6%1%-%-%-%-%-%-%-%1%

3---------23Cost
5%-%-%-%-%-%-%-%-%-%4%1%

Columns Tested: a,b - a,b,c - a,b,c - a,b,c
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QF5. Why have you not moved any mail to other communication methods in the last 12 months?
Base: All who have not moved some mail to other communication methods



Satisfaction with
MonthMonthMonthother main provider

DecNovOctJunMayAprMarFebJanDissatisfiedSatisfiedTOTAL

cbac*b*acba*baSignificance Level: 95%
5441561192922537036262480Unweighted total
5341461203517507733462473Weighted total

Lack of information
about products and costs

1-*-*-*----3by other providers
2%-%1%-%1%-%1%-%-%-%-%1%

Time or extra admin
---1-------1required
-%-%-%1%-%-%-%-%-%-%-%*%

Customers are unwilling
------*-*--1to give email addresses
-%-%-%-%-%-%1%-%*%-%-%*%

Contracted with postal
provider / franking

------------machine
-%-%-%-%-%-%-%-%-%-%-%-%

The unreliability of
------------email address lists
-%-%-%-%-%-%-%-%-%-%-%-%

47*13-133--*32Other
8%16%1%11%-%7%6%4%-%-%1%7%

a

211*--1*--16Don't know
4%4%1%*%-%-%3%*%-%-%1%1%

Columns Tested: a,b - a,b,c - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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QF5. Why have you not moved any mail to other communication methods in the last 12 months?
Base: All who have not moved some mail to other communication methods

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
452949480485351655139406441720Unweighted total
63333322951631131144737837847727Weighted total

313121513193752512510544419353Quicker
49%36%46%46%37%59%46%44%54%28%66%57%40%49%

dldildldiladfijkl

227151510242532381113332922266Cost saving
36%44%47%32%48%40%28%34%24%36%40%37%45%37%

eegege

133588920203012751813154Customer preferences
21%16%25%27%17%31%17%26%26%18%6%23%28%21%

cccclcccc

Convenience / ease of
1033549132220651595114use

16%9%14%12%17%20%19%17%13%14%18%11%11%16%

522226*10134338558Price of postage
8%5%6%8%12%1%9%12%8%7%4%10%10%8%

hhhhhh

Proof of delivery / know
it has got there /

2611*--834-74-28reliable
4%2%4%1%-%-%7%3%8%-%9%5%-%4%

hilhil

Everyone else is doing
it / client's like this

212*142721121-24method
3%6%*%3%7%3%6%2%3%3%3%2%-%3%

kkk

171111*-7**52120Environmental reasons
3%2%2%3%2%*%-%7%*%1%6%3%3%3%

121*---21**54-13More efficient
2%3%1%-%-%-%2%*%*%*%6%4%-%2%

j

Unreliable postal
10*1-127----*-12service

2%1%4%-%2%3%6%-%-%-%-%*%-%2%

fjm

Forced to by colleagues
/ system changes in the

9*---3-2-12--10company
1%1%-%-%-%5%-%2%-%3%3%-%-%1%

jk

Reduce admin time spent
7**12---*-2-29on alternative media
1%1%1%3%5%-%-%-%1%-%3%-%3%1%

m

Speed - instantaneous /
6*1--12-----27fast response
1%1%3%-%-%2%2%-%-%-%-%-%3%1%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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QF6. Why have you moved mail to other communication methods in the last 12 months?
Base: All who have moved some mail to other communication methods

Produced by OLR
OFC1885
Issue date: 18/01/16



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
452949480485351655139406441720Unweighted total
63333322951631131144737837847727Weighted total

Increase in postal
5***1--2*---16prices
1%1%*%1%2%-%-%2%*%-%-%-%3%1%

Good for sending
2*-*-------2-2invoices /attachments
*%1%-%*%-%-%-%-%-%-%-%2%-%*%

m

Security / data
2----*-*1*-*-2protection
*%-%-%-%-%*%-%*%3%1%-%*%-%*%

m

Offers more creative
2*---1*------2choices
*%*%-%-%-%2%*%-%-%-%-%-%-%*%

m

1*--1--------2For BACS transfers
*%1%-%-%2%-%-%-%-%-%-%-%-%*%

m

Company budget has been
*-----------**diverted to other media
*%-%-%-%-%-%-%-%-%-%-%-%*%*%

--------------Royal Mail strike action
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

301*153374-52232Other
5%3%1%3%10%5%2%6%8%-%6%2%3%4%

dkk

4------2-1--*4Don't know
1%-%-%-%-%-%-%2%-%3%-%-%*%1%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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QF6. Why have you moved mail to other communication methods in the last 12 months?
Base: All who have moved some mail to other communication methods

Produced by OLR
OFC1885
Issue date: 18/01/16



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

bae*dcbagfed*cbaSignificance Level: 95%
41630418629431145343084015157107858720Unweighted total
3863423057196972895016358126666727Weighted total

1771761424833813728783253131353Quicker
46%52%47%47%52%45%49%47%57%48%56%37%48%47%49%

1391271634925012216501852616266Cost saving
36%37%52%64%53%48%36%42%32%31%31%40%39%25%37%

aaaae

787651131484354716*1718154Customer preferences
20%22%17%16%17%18%21%15%10%29%28%4%25%27%21%

fgfggfg

Convenience / ease of
58564**31105082552516114use
15%17%13%6%4%18%16%17%16%15%8%19%8%24%16%

ccbbd

34242-125616423232658Price of postage
9%7%8%-%9%9%8%5%9%14%3%22%3%9%8%

bdg

Proof of delivery / know
it has got there /

15131***2712525-1328reliable
4%4%3%4%3%3%4%4%11%1%9%-%1%4%4%

bebe

Everyone else is doing
it / client's like this

1113*--*24914*-4524method
3%4%*%-%-%1%3%3%2%3%1%-%6%7%3%

e

5152*111812-6*-2-20Environmental reasons
1%4%5%5%7%4%3%4%-%4%*%-%3%-%3%

b

491**112614--2*13More efficient
1%3%5%9%5%3%2%2%3%2%-%-%2%1%2%

a

Unreliable postal
11***--12452--**12service

3%*%1%4%-%-%2%1%9%1%-%-%*%1%2%

aabdeg

Forced to by colleagues
/ system changes in the

64----10512---110company
2%1%-%-%-%-%1%2%2%1%-%-%-%2%1%

Reduce admin time spent
541*-185-2*--19on alternative media
1%1%3%2%-%4%1%2%-%1%1%-%-%2%1%

a

Speed - instantaneous /
7-----73*-3-*-7fast response
2%-%-%-%-%-%1%1%1%-%5%-%1%-%1%

aeg

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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QF6. Why have you moved mail to other communication methods in the last 12 months?
Base: All who have moved some mail to other communication methods



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

bae*dcbagfed*cbaSignificance Level: 95%
41630418629431145343084015157107858720Unweighted total
3863423057196972895016358126666727Weighted total

Increase in postal
42*-**63----**6prices
1%1%1%-%2%1%1%1%-%-%-%-%1%1%1%

Good for sending
*2**-*21-*----2invoices /attachments
*%1%1%4%-%1%*%*%-%*%-%-%-%-%*%

Security / data
211***12-*----2protection
*%*%3%4%7%2%*%1%-%*%-%-%-%-%*%

aaa

Offers more creative
*2*-**1*-2----2choices
*%*%1%-%1%2%*%*%-%1%-%-%-%-%*%

aa

2-----2*-1----2For BACS transfers
*%-%-%-%-%-%*%*%-%1%-%-%-%-%*%

Company budget has been
*-*--*-*------*diverted to other media
*%-%1%-%-%1%-%*%-%-%-%-%-%-%*%

a

---------------Royal Mail strike action
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1418**--3223*3--5132Other
4%5%1%6%-%-%5%8%1%2%-%-%7%2%4%

bedede

*4**--4-4*----4Don't know
*%1%1%3%-%-%1%-%7%*%-%-%-%-%1%

abdeg

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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QF6. Why have you moved mail to other communication methods in the last 12 months?
Base: All who have moved some mail to other communication methods

Produced by OLR
OFC1885
Issue date: 18/01/16



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*fedcbacbaba*dcbaSignificance Level: 95%
-25386589141353184365171184536175656276720Unweighted total
-1019417614243113739819313759134342336727Weighted total

-4419297422264194956428911813167353Quicker
-%40%22%47%38%52%51%47%49%50%47%49%32%42%31%50%49%

ececeb

-5720214716449140774921712020121266Cost saving
-%53%36%48%27%33%38%36%35%40%36%37%38%46%48%36%37%

bc

-16926288331853831123171073154Customer preferences
-%6%33%23%34%19%19%23%21%20%23%21%17%17%24%22%21%

aab

Convenience / ease of
-3*3629702155392193-11152114use
-%35%1%7%8%20%16%15%14%20%15%16%-%26%2%16%16%

cdecdebb

-**23124173714751*314158Price of postage
-%1%1%5%4%8%10%5%9%7%5%9%3%7%2%12%8%

b

Proof of delivery / know
it has got there /

--*3-81831510325-521628reliable
-%-%1%6%-%5%4%2%4%5%2%4%-%13%6%5%4%

cca

Everyone else is doing
it / client's like this

---343136810618*11724method
-%-%-%7%6%2%3%4%2%5%4%3%15%3%3%2%3%

b

-****414857812**51020Environmental reasons
-%3%1%1%*%3%3%6%1%4%6%2%5%*%12%3%3%

baac

-3*15232101211*1*1113More efficient
-%29%1%1%6%1%1%2%3%*%2%2%5%2%*%3%2%

ab

Unreliable postal
--2-3-846248*-3612service
-%-%9%-%3%-%2%3%1%1%3%1%6%-%6%2%2%

abdb

Forced to by colleagues
/ system changes in the

--1---8-45-10---110company
-%-%7%-%-%-%2%-%1%3%-%2%-%-%-%*%1%

bcdc

Reduce admin time spent
--*-*2616218-*149on alternative media
-%-%1%-%*%1%1%*%2%1%*%1%-%1%1%1%1%

Speed - instantaneous /
-*-2**434-34-**17fast response
-%4%-%4%1%*%1%2%1%-%2%1%-%1%1%*%1%

ab

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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QF6. Why have you moved mail to other communication methods in the last 12 months?
Base: All who have moved some mail to other communication methods



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*fedcbacbaba*dcbaSignificance Level: 95%
-25386589141353184365171184536175656276720Unweighted total
-1019417614243113739819313759134342336727Weighted total

Increase in postal
---**-632233---36prices
-%-%-%*%*%-%1%2%*%1%2%1%-%-%-%1%1%

Good for sending
---1-*21*212---22invoices /attachments
-%-%-%2%-%*%*%*%*%1%*%*%-%-%-%*%*%

Security / data
-*1---111*11***-2protection
-%2%4%-%-%-%*%1%*%*%1%*%6%1%*%-%*%

ab

Offers more creative
-*----12--2--**-2choices
-%1%-%-%-%-%*%1%-%-%1%-%-%1%*%-%*%

ba

------2-2--2---22For BACS transfers
-%-%-%-%-%-%*%-%*%-%-%*%-%-%-%*%*%

Company budget has been
------*--*-*----*diverted to other media
-%-%-%-%-%-%*%-%-%*%-%*%-%-%-%-%*%

-----------------Royal Mail strike action
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--**651861312626*-41832Other
-%-%2%*%8%3%4%5%3%6%5%4%13%-%10%5%4%

dc

--3-1--31-31---24Don't know
-%-%14%-%2%-%-%2%*%-%2%*%-%-%-%1%1%

abcdaa
Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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QF6. Why have you moved mail to other communication methods in the last 12 months?
Base: All who have moved some mail to other communication methods

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cbababa*e*d*cbaSignificance Level: 95%
101855251026186765314162541309720Unweighted total

318653898630666617121941312727Weighted total

1832694530827326131215168353Quicker
31%45%50%46%49%40%49%22%29%61%37%54%49%

b

274191372292124543417119266Cost saving
50%40%35%37%36%32%37%53%27%22%42%38%37%

1351182113315139-541164154Customer preferences
22%19%22%21%21%23%21%-%40%19%27%21%21%

Convenience / ease of
-29851599121022*1743114use
-%16%16%15%16%19%15%37%4%7%18%14%16%

120381048850*-*23058Price of postage
19%11%7%11%8%12%8%4%-%*%4%10%8%

Proof of delivery / know
it has got there /

*919226*28--2*1628reliable
14%5%3%2%4%1%4%-%-%12%1%5%4%

Everyone else is doing
it / client's like this

-123123*24-*-11024method
-%1%4%1%4%*%4%-%1%-%3%3%3%

b

1514614514*-*21420Environmental reasons
19%3%3%6%2%8%2%3%-%1%5%5%3%

aa

-76211211--2*613More efficient
-%4%1%2%2%3%2%-%-%8%*%2%2%

a

Unreliable postal
-111-12-12--2-612service
-%1%2%-%2%-%2%-%-%12%-%2%2%

Forced to by colleagues
/ system changes in the

--10-10-10----310company
-%-%2%-%2%-%1%-%-%-%-%1%1%

Reduce admin time spent
-2627*8---*89on alternative media
-%1%1%2%1%1%1%-%-%-%1%3%1%

Speed - instantaneous /
**6*6*6--*-*7fast response

15%*%1%*%1%1%1%-%-%2%-%*%1%

Increase in postal
-332424---226prices
-%2%1%2%1%4%1%-%-%-%6%1%1%

aa
Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c
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QF6. Why have you moved mail to other communication methods in the last 12 months?
Base: All who have moved some mail to other communication methods

Produced by OLR
OFC1885
Issue date: 18/01/16



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cbababa*e*d*cbaSignificance Level: 95%
101855251026186765314162541309720Unweighted total

318653898630666617121941312727Weighted total

Good for sending
-*2*2-2--*-22invoices /attachments
-%*%*%*%*%-%*%-%-%1%-%1%*%

Security / data
-*2-2-2-*-*12protection
-%*%*%-%*%-%*%-%3%-%1%*%*%

Offers more creative
-2-2*2**-2--2choices
-%1%-%2%*%3%*%5%-%8%-%-%*%

aaa

-1*-2-2----22For BACS transfers
-%1%*%-%*%-%*%-%-%-%-%1%*%

Company budget has been
--*-*-*-----*diverted to other media
-%-%*%-%*%-%*%-%-%-%-%-%*%

-------------Royal Mail strike action
-%-%-%-%-%-%-%-%-%-%-%-%-%

-824725725*1-4832Other
-%4%5%7%4%10%4%2%10%-%10%3%4%

aa

--4-4-4---*14Don't know
-%-%1%-%1%-%1%-%-%-%*%*%1%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c
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QF6. Why have you moved mail to other communication methods in the last 12 months?
Base: All who have moved some mail to other communication methods

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
816872691943207506155255328687468673202124389720Unweighted total
676902641821205492152226317685422670182133405727Weighted total

3233213699-99255701211583372073289266196353Quicker
47%48%51%54%-%48%52%46%53%50%49%49%49%50%49%48%49%

2925010869*7717960971222501582426456146266Cost saving
43%36%41%38%34%38%36%40%43%39%37%37%36%35%42%36%37%

11149503514811436456914898147443573154Customer preferences
16%22%19%19%66%24%23%23%20%22%22%23%22%24%26%18%21%

a

Convenience / ease of
91115026-267923384710361100362155114use

13%16%19%14%-%13%16%15%17%15%15%15%15%19%16%14%16%

150209*202811122148284513123058Price of postage
1%7%8%5%34%10%6%7%5%7%7%7%7%7%9%8%8%

cc

Proof of delivery / know
it has got there /

3281212-71451111281928841628reliable
4%4%5%7%-%3%3%3%5%4%4%4%4%5%3%4%4%

Everyone else is doing
it / client's like this

52387-4164210231323941124method
7%3%3%4%-%2%3%3%1%3%3%3%3%5%3%3%3%

eeeee

117108-9106614171417231520Environmental reasons
1%2%4%4%-%4%2%4%3%4%2%3%3%1%2%4%3%

21375-2824713413*21113More efficient
3%2%3%3%-%1%2%1%2%2%2%1%2%*%1%3%2%

c

Unreliable postal
*1275-37*561210124-812service
1%2%3%3%-%1%1%*%2%2%2%2%2%2%-%2%2%

Forced to by colleagues
/ system changes in the

-1041-29263828-4610company
-%1%2%1%-%1%2%1%3%1%1%*%1%-%3%1%1%

bbc

Reduce admin time spent
1656-252288786*29on alternative media
2%1%2%4%-%1%1%1%1%2%1%2%1%3%*%1%1%

a

Speed - instantaneous /
*72*-*6*217573227fast response
1%1%1%*%-%*%1%*%1%*%1%1%1%1%2%*%1%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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QF6. Why have you moved mail to other communication methods in the last 12 months?
Base: All who have moved some mail to other communication methods

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
816872691943207506155255328687468673202124389720Unweighted total
676902641821205492152226317685422670182133405727Weighted total

Increase in postal
*62--564246564-36prices
1%1%1%-%-%2%1%3%1%1%1%1%1%2%-%1%1%

c

Good for sending
-2*2-*2***2*22*12invoices /attachments
-%*%*%1%-%*%*%*%*%*%*%*%*%1%*%*%*%

Security / data
*222--1-212122**2protection
*%*%1%1%-%-%*%-%1%*%*%*%*%1%*%*%*%

Offers more creative
*2*--222*222**1-2choices
*%*%*%-%-%1%*%1%*%1%*%*%*%*%1%-%*%

aa

-22--2-2-22*2--22For BACS transfers
-%*%1%-%-%1%-%1%-%1%*%*%*%-%-%*%*%

g

Company budget has been
-*--------*-*--**diverted to other media
-%*%-%-%-%-%-%-%-%-%*%-%*%-%-%*%*%

-----------------Royal Mail strike action
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

330117*616611112816289101332Other
4%4%4%4%34%3%3%4%5%4%4%4%4%5%8%3%4%

a

24-*-1321144412*4Don't know
4%1%-%*%-%1%1%2%1%*%1%1%1%1%2%*%1%

aba
Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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QF6. Why have you moved mail to other communication methods in the last 12 months?
Base: All who have moved some mail to other communication methods

Produced by OLR
OFC1885
Issue date: 18/01/16



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbac*babaSignificance Level: 95%
915418512169846137065947116357086331150483547720Unweighted total
935339912170346247135927176177146521245459542727Weighted total

392724147339214-349280350293350314726220268353Quicker
42%51%42%39%48%46%-%49%47%49%47%49%48%54%57%48%49%49%

c

4818433632571703259210258225255228725175198266Cost saving
52%35%34%52%37%37%70%36%35%36%36%36%35%59%54%38%37%37%

ababc

19115172014911011501281511281511424693118154Customer preferences
20%22%17%17%21%24%30%21%22%21%21%21%22%36%14%20%22%21%

Convenience / ease of
207618151097631119510792107106267397114use
22%14%18%12%16%17%70%16%16%15%15%15%16%17%13%16%18%16%

17338115842-544658495851*5403558Price of postage
18%6%8%9%8%9%-%8%8%8%8%8%8%4%11%9%7%8%

ab

Proof of delivery / know
it has got there /

424*12823-282228272828--182628reliable
4%5%*%1%4%5%-%4%4%4%4%4%4%-%-%4%5%4%

c

Everyone else is doing
it / client's like this

-20442215-241924212422-1201724method
-%4%4%4%3%3%-%3%3%3%3%3%3%-%3%4%3%3%

314342015-201820202018-191520Environmental reasons
3%3%3%4%3%3%-%3%3%3%3%3%3%-%3%2%3%3%

27461310-121113131313-*81113More efficient
2%1%4%5%2%2%-%2%2%2%2%2%2%-%1%2%2%2%

Unreliable postal
5421125-121012101211-171012service
6%1%2%1%2%1%-%2%2%2%2%2%2%-%2%2%2%2%

b

Forced to by colleagues
/ system changes in the

18*-105-1071081010--8910company
1%1%*%-%1%1%-%1%1%1%1%1%1%-%-%2%2%1%

Reduce admin time spent
26*169-989998--569on alternative media
3%1%*%1%1%2%-%1%1%1%1%1%1%-%-%1%1%1%

Speed - instantaneous /
-42*74-767676--447fast response
-%1%2%*%1%1%-%1%1%1%1%1%1%-%-%1%1%1%

Increase in postal
-42*65-666464-3626prices
-%1%2%*%1%1%-%1%1%1%1%1%1%-%6%1%*%1%

c
Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Produced by OLR
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QF6. Why have you moved mail to other communication methods in the last 12 months?
Base: All who have moved some mail to other communication methods



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbac*babaSignificance Level: 95%
915418512169846137065947116357086331150483547720Unweighted total
935339912170346247135927176177146521245459542727Weighted total

Good for sending
-2-*22-222222--212invoices /attachments
-%*%-%*%*%*%-%*%*%*%*%*%*%-%-%*%*%*%

Security / data
-2-*21-212222-*122protection
-%*%-%*%*%*%-%*%*%*%*%*%*%-%*%*%*%*%

Offers more creative
-2**22-222*2*-1*22choices
-%*%*%*%*%*%-%*%*%*%*%*%*%-%3%*%*%*%

c

-2--22-222222--*22For BACS transfers
-%*%-%-%*%*%-%*%*%*%*%*%*%-%-%*%*%*%

Company budget has been
-*--*--****-*---**diverted to other media
-%*%-%-%*%-%-%*%*%*%*%-%*%-%-%-%*%*%

------------------Royal Mail strike action
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

423582720-322132243229-1162232Other
4%4%5%7%4%4%-%4%4%4%4%4%4%-%1%3%4%4%

-12244-444444--344Don't know
-%*%2%2%1%1%-%1%1%1%1%1%1%-%-%1%1%1%

b
Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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QF6. Why have you moved mail to other communication methods in the last 12 months?
Base: All who have moved some mail to other communication methods

Produced by OLR
OFC1885
Issue date: 18/01/16



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

babababa*bacbaSignificance Level: 95%
111335601504055237683-7206143866720Unweighted total
105255851404255147680-7276193869727Weighted total

4112274772726030323-3532912438353Quicker
39%49%47%55%64%47%63%47%-%49%47%62%55%49%

a

4014208571619812254-2662261129266Cost saving
38%59%36%41%38%36%25%37%-%37%37%28%43%37%

b

1721272631357147-154137412154Customer preferences
16%10%22%19%7%24%15%22%-%21%22%9%18%21%

b

Convenience / ease of
14696189927107-11490816114use
13%25%16%13%22%17%16%16%-%16%15%20%24%16%

1324414441355-584331258Price of postage
12%8%8%10%9%8%7%8%-%8%7%8%18%8%

c

Proof of delivery / know
it has got there /

221315511325-2826-228reliable
2%10%2%10%12%2%6%4%-%4%4%-%3%4%

bba

Everyone else is doing
it / client's like this

--213118-24-24202124method
-%-%4%2%3%3%-%4%-%3%3%6%2%3%

51173-17317-2015*520Environmental reasons
5%4%3%2%-%3%6%2%-%3%2%*%7%3%

c

5*113110-13-1311*213More efficient
5%1%2%2%3%2%-%2%-%2%2%*%3%2%

Unreliable postal
1-3981210-1275-12service
1%-%*%6%19%*%5%1%-%2%1%12%-%2%

baac

Forced to by colleagues
/ system changes in the

--81-7-10-108*110company
-%-%1%1%-%1%-%1%-%1%1%1%2%1%

Reduce admin time spent
2*72-7-9-98-19on alternative media
2%2%1%1%-%1%-%1%-%1%1%-%1%1%

Speed - instantaneous /
1-6**6-7-76*-7fast response
1%-%1%*%1%1%-%1%-%1%1%1%-%1%

Increase in postal
*-24-5-6-651-6prices
*%-%*%3%-%1%-%1%-%1%1%3%-%1%

b
Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
Produced by OLR
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QF6. Why have you moved mail to other communication methods in the last 12 months?
Base: All who have moved some mail to other communication methods



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

babababa*bacbaSignificance Level: 95%
111335601504055237683-7206143866720Unweighted total
105255851404255147680-7276193869727Weighted total

Good for sending
*-12*2-2-22*-2invoices /attachments
*%-%*%1%*%*%-%*%-%*%*%*%-%*%

b

Security / data
*-2--2*2-22--2protection
*%-%*%-%-%*%*%*%-%*%*%-%-%*%

Offers more creative
*-*1-2-2-2*1*2choices
*%-%*%1%-%*%-%*%-%*%*%4%1%*%

bc

--1*-2-2-22--2For BACS transfers
-%-%*%*%-%*%-%*%-%*%*%-%-%*%

Company budget has been
---*-*-*-**--*diverted to other media
-%-%-%*%-%*%-%*%-%*%*%-%-%*%

--------------Royal Mail strike action
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

5-239325230-32253432Other
5%-%4%7%7%4%4%4%-%4%4%7%6%4%

--4--1-4-44--4Don't know
-%-%1%-%-%*%-%1%-%1%1%-%-%1%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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QF6. Why have you moved mail to other communication methods in the last 12 months?
Base: All who have moved some mail to other communication methods

Produced by OLR
OFC1885
Issue date: 18/01/16



Satisfaction with
MonthMonthMonthother main provider

DecNovOctJunMayAprMarFebJanDissatisfiedSatisfiedTOTAL

cbacbacba*baSignificance Level: 95%
877188126663870100742126720Unweighted total
91917512662399185663113727Weighted total

444537752921402833-41353Quicker
48%49%49%59%47%53%44%33%50%-%36%49%

b

38362152206293132347266Cost saving
42%39%28%41%33%15%32%37%48%100%41%37%

aa

13211423119321416-16154Customer preferences
15%23%19%18%17%24%36%16%24%-%14%21%

b

Convenience / ease of
111410246216229215114use
12%15%13%19%10%4%18%26%14%93%13%16%

a

55818153-32*1458Price of postage
5%5%10%15%23%7%-%4%3%7%12%8%

a

Proof of delivery / know
it has got there /

3-511441*--228reliable
3%-%6%8%7%11%1%*%-%-%2%4%

b

Everyone else is doing
it / client's like this

1924--223--24method
1%10%3%3%-%-%2%2%5%-%-%3%

c

22414-25**620Environmental reasons
2%3%5%1%6%-%2%6%*%7%5%3%

ca

2-242--3--513More efficient
3%-%3%3%3%-%-%3%-%-%4%2%

Unreliable postal
5*12--22--112service
5%*%2%1%-%-%3%2%-%-%1%2%

Forced to by colleagues
/ system changes in the

-252--*----10company
-%3%7%1%-%-%1%-%-%-%-%1%

c

Reduce admin time spent
*-*32-2-1-29on alternative media
*%-%1%2%3%-%3%-%2%-%2%1%

Speed - instantaneous /
2-----22--*7fast response
3%-%-%-%-%-%3%3%-%-%*%1%

Increase in postal
2-11----2-*6prices
2%-%2%1%-%-%-%-%4%-%*%1%

Columns Tested: a,b - a,b,c - a,b,c - a,b,c
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QF6. Why have you moved mail to other communication methods in the last 12 months?
Base: All who have moved some mail to other communication methods



Satisfaction with
MonthMonthMonthother main provider

DecNovOctJunMayAprMarFebJanDissatisfiedSatisfiedTOTAL

cbacbacba*baSignificance Level: 95%
877188126663870100742126720Unweighted total
91917512662399185663113727Weighted total

Good for sending
---*--2-*-*2invoices /attachments
-%-%-%*%-%-%2%-%*%-%*%*%

Security / data
--*1*-*---*2protection
-%-%1%1%*%-%*%-%-%-%*%*%

Offers more creative
*1--*-----*2choices
*%2%-%-%*%-%-%-%-%-%*%*%

--2--------2For BACS transfers
-%-%2%-%-%-%-%-%-%-%-%*%

Company budget has been
*----------*diverted to other media
*%-%-%-%-%-%-%-%-%-%-%*%

------------Royal Mail strike action
-%-%-%-%-%-%-%-%-%-%-%-%

4594*432--532Other
4%5%12%3%1%11%3%3%-%-%5%4%

cb

--2----1---4Don't know
-%-%3%-%-%-%-%2%-%-%-%1%

Columns Tested: a,b - a,b,c - a,b,c - a,b,c
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QF6. Why have you moved mail to other communication methods in the last 12 months?
Base: All who have moved some mail to other communication methods
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GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
734143167156827882106907164100611200Unweighted total

103250615784931821888670134123721200Weighted total

228---80---8167---228North 0-9 Employees
22%-%-%-%96%-%-%-%94%95%-%-%-%19%

abcfghjabcfghjklabcfghjklmabcfghjklm

klm

12---4---53---12North 10+ Employees
1%-%-%-%4%-%-%-%6%5%-%-%-%1%

bfjklmbfghjklmbfgjklm

276----89-----11869276Mids 0-9 Employees
27%-%-%-%-%96%-%-%-%-%-%96%96%23%

cdefgijcdefgijkcdefgijcdefgijk

kllmlmklm

12----4-----5312Mids 10+ Employees
1%-%-%-%-%4%-%-%-%-%-%4%4%1%

efjklmfjklmefjklm

492-----180181--132--492South 0-9 Employees
48%-%-%-%-%-%99%96%-%-%98%-%-%41%

abdehijabdehijklmabdehijklmabdehij

klklm

12-----27--3--12South 10+ Employees
1%-%-%-%-%-%1%4%-%-%2%-%-%1%

bjklm

-465753---------156Wal/Sco/NI 0-9 Employees
-%92%93%93%-%-%-%-%-%-%-%-%-%13%

abcdefghabcdefghabcdefghim

imim

-444---------12Wal/Sco/NI 10+ Employees
-%8%7%7%-%-%-%-%-%-%-%-%-%1%

abcdefghabcdefghabcdefghim

imim

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

baedcbagfed*cbaSignificance Level: 95%
68551529250581849084865428095161161191200Unweighted total
62357748893011524625930989161031191200Weighted total

123105----2287515572041634228North 0-9 Employees
20%18%-%-%-%-%20%16%25%18%22%23%15%29%19%

bcdebeg

5712237-6*21-2*12North 10+ Employees
1%1%25%29%30%22%-%1%*%1%1%-%2%*%1%

aaaa

130146----276889752223927276Mids 0-9 Employees
21%25%-%-%-%-%24%19%16%24%24%10%37%22%23%

bcdeadefg

5712337-7-2112*12Mids 10+ Employees
1%1%25%32%28%22%-%1%-%1%1%3%2%*%1%

aaaa

230262----492217271312883232492South 0-9 Employees
37%45%-%-%-%-%43%47%45%42%32%48%31%27%41%

bbcdeabdaab

5712229-5122-2*12South 10+ Employees
1%1%25%20%18%29%-%1%1%1%2%-%2%*%1%

aaaa

11838----156587371631025156Wal/Sco/NI 0-9 Employees
19%7%-%-%-%-%14%13%11%12%17%16%9%21%13%

abcdebeg

8412228-712*-2*12Wal/Sco/NI 10+ Employees
1%1%25%19%24%27%-%1%1%1%*%-%2%*%1%

aaaa
Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*gfedcbacbaba*dcbaSignificance Level: 95%
24362971472236063085893033088922985744791200Unweighted total
3163460142212712240622338240960564575801200Weighted total

--9112137148421167042186-71197228North 0-9 Employees
-%-%25%18%15%17%21%17%19%21%17%19%-%12%19%17%19%

fffff

-2221227417522*112North 10+ Employees
-%15%7%3%1%1%*%3%1%*%3%1%34%3%*%*%1%

abcdabcaabaa

--5132257173581358258218-1611149276Mids 0-9 Employees
-%-%15%21%15%27%24%24%22%24%24%23%-%25%20%26%23%

fffcefcf

-11222355257121112Mids 10+ Employees
-%7%4%4%1%1%*%2%1%*%2%1%17%3%2%*%1%

abcaaaaa

28101775772978827013488404-2920252492South 0-9 Employees
84%49%28%28%53%36%42%37%43%40%37%42%-%45%35%43%41%

deabdede

-12132365166111*12South 10+ Employees
-%5%5%2%2%1%*%3%1%*%3%1%14%2%2%*%1%

aabaaabaaa

*341217348328814728128141178156Wal/Sco/NI 0-9 Employees
16%17%12%20%12%16%12%11%13%14%11%13%17%7%19%13%13%

ac

-11222355257121212Wal/Sco/NI 10+ Employees
-%8%4%3%1%1%*%2%1%*%2%1%18%4%2%*%1%

abcaaaaa
Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cbababa*e*dcbaSignificance Level: 95%
142749111421057981101292642644921200Unweighted total

828690615310461071092242440634911200Weighted total

-5717126202182102951580228North 0-9 Employees
-%20%19%17%19%17%19%10%35%13%24%16%19%

*572102101111412North 10+ Employees
5%2%1%1%1%1%1%3%4%2%2%1%1%

1801955422238238651310110276Mids 0-9 Employees
19%28%21%35%21%35%22%27%19%33%15%22%23%

aaab

138391111111512Mids 10+ Employees
7%1%1%2%1%1%1%2%2%2%1%1%1%

211337656436404521081729212492South 0-9 Employees
31%40%42%37%42%37%41%41%32%42%46%43%41%

-482102101*1*612South 10+ Employees
-%1%1%2%1%2%1%4%2%3%*%1%1%

32213191476150312669156Wal/Sco/NI 0-9 Employees
35%8%14%6%14%5%14%11%6%5%10%14%13%

bbb

*39111111**11512Wal/Sco/NI 10+ Employees
1%1%1%1%1%*%1%1%*%2%1%1%1%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c
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Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
13311374213009342819259398523113273511043422066431200Unweighted total
10111324172866346788266361522111567010823252196431200Weighted total

162167548-621485260882151162086536127228North 0-9 Employees
16%19%18%17%-%18%19%19%17%17%19%17%19%20%16%20%19%

21153*41046712111143512North 10+ Employees
2%1%1%1%4%1%1%1%2%1%1%2%1%1%1%1%1%

122629243-10118382791182531452476759146276Mids 0-9 Employees
12%23%22%15%-%29%23%31%22%23%23%22%23%21%27%23%23%

cccabcdeg

11255-392561291223712Mids 10+ Employees
1%1%1%2%-%1%1%1%1%1%1%1%1%1%1%1%1%

4246218114531253159014822645428043612996260492South 0-9 Employees
42%41%43%51%47%36%40%34%41%43%41%42%40%40%44%40%41%

afff

2115414102661191152512South 10+ Employees
2%1%1%1%10%1%1%1%2%1%1%1%1%1%1%1%1%

22147493424510433526614691144491986156Wal/Sco/NI 0-9 Employees
22%13%12%12%39%13%13%12%14%13%13%14%13%15%9%13%13%

abb

21244-292451291242612Wal/Sco/NI 10+ Employees
2%1%1%1%-%1%1%1%1%1%1%1%1%1%1%1%1%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbac*babaSignificance Level: 95%
116931149183115572141169946117610171166108316667749011200Unweighted total
11891216516711497056117093311749861165109317627398831200Weighted total

2018127222221231223168222180222208514140170228North 0-9 Employees
17%20%17%13%19%17%19%19%18%19%18%19%19%29%22%19%19%19%

1922119-121112121210*19912North 10+ Employees
1%1%1%1%1%1%-%1%1%1%1%1%1%1%2%1%1%1%

332004327270174-268213273223270248517167200276Mids 0-9 Employees
28%22%26%16%23%25%-%23%23%23%23%23%23%28%28%23%23%23%

cc

2913128-121112111210*181012Mids 10+ Employees
2%1%1%2%1%1%-%1%1%1%1%1%1%1%2%1%1%1%

4736872804612845480391480405477455520297359492South 0-9 Employees
40%40%44%48%40%40%79%41%42%41%41%41%42%30%32%40%41%41%

b

1922118-111012111211-17912South 10+ Employees
*%1%1%1%1%1%-%1%1%1%1%1%1%-%1%1%1%1%

14126162815191-15212015213415013928101116156Wal/Sco/NI 0-9 Employees
11%14%10%17%13%13%-%13%13%13%14%13%13%10%13%14%13%13%

1912127*111012111211*19912Wal/Sco/NI 10+ Employees
1%1%1%1%1%1%2%1%1%1%1%1%1%1%1%1%1%1%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

bababababacbaSignificance Level: 95%
1714596222359960941106480720102967991200Unweighted total
167379742186893811110894737271026651031200Weighted total

3361814711184252031011271951122228North 0-9 Employees
20%17%19%21%16%20%22%19%21%17%19%17%21%19%

318319*125791212North 10+ Employees
2%4%1%2%2%1%*%1%1%1%1%2%2%1%

4311237371421929247951812331824276Mids 0-9 Employees
26%30%24%17%21%23%26%23%20%25%23%27%23%23%

a

2192*9-1248101112Mids 10+ Employees
1%3%1%1%*%1%-%1%1%1%1%1%1%1%

64123919934366414511893034212444492South 0-9 Employees
38%33%40%45%50%39%37%41%40%42%41%38%43%41%

219319*1257101212South 10+ Employees
1%2%1%1%1%1%*%1%1%1%1%1%2%1%

17412924613217139698713997156Wal/Sco/NI 0-9 Employees
10%10%13%11%9%14%15%13%15%12%14%13%7%13%

1*102*10*1248111112Wal/Sco/NI 10+ Employees
1%1%1%1%*%1%*%1%1%1%1%1%1%1%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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Satisfaction with
MonthMonthMonthother main provider

DecNovOctJunMayAprMarFebJanDissatisfiedSatisfiedTOTAL

cbacbacba*baSignificance Level: 95%
141112144245956012317011041881200Unweighted total
145132120247975614116210061751200Weighted total

23252758135243914-32228North 0-9 Employees
16%19%23%23%14%9%17%24%14%-%18%19%

aba

11221*122-412North 10+ Employees
1%1%2%1%1%1%*%1%2%-%2%1%

313228442820313328150276Mids 0-9 Employees
21%25%23%18%29%35%22%20%28%23%28%23%

cc

1123*1121*312Mids 10+ Employees
1%1%2%1%*%2%*%1%1%3%2%1%

6461381024022626241564492South 0-9 Employees
44%47%31%41%42%38%44%38%41%74%36%41%

aa

1-3211121-212South 10+ Employees
*%-%3%1%1%1%*%1%1%-%1%1%

23101833127212011-19156Wal/Sco/NI 0-9 Employees
16%8%15%13%12%13%15%13%11%-%11%13%

112211122-212Wal/Sco/NI 10+ Employees
1%1%1%1%1%2%*%1%2%-%1%1%

Columns Tested: a,b - a,b,c - a,b,c - a,b,c
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